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ABSTRACT ' 

This document, part of the Clinton Administration's 
"Reinventing Government" initiative involving a long-term, 
significant revamping of the federal bureaucracy, presents a 
comprehensive set of published customer service standards for the 
U *ted States Government. It presents more than 1,500 standards 
representing commitments from more than 100 federal agencies for the 
following customer groups: beneficiaries; business; the general 
public; law enforcement; natural resource management; the research 
and academic community; states, localities, and other partners; 
travelers, tourists, and outdoor enthusiasts; the U.S. Government and 
federal employees; and veterans. The text of Executive Order 12862 
and of the customer service standards are provided in appendices. As 
an example, with regard to the Department of Education as it serves 
the general public and the research/academic community, individuals 
and institutions should expect to receive: individual attention and 
prompt, professional service; an effort to meet customer needs and 
expectations; information that is timely, dependable, and accurate; 
easy access to services and information; and every opportunity to 
offer input ana feedback. Other customer service standards related to 
education are presented here for Goals 2000, Impact Aid, the Office 
for Civil Rights, and the Student Financial Assistance program. As 
the Department serves the research and academic community they can 
expect the same general standards and the same specific standards for 
the Goals 2000, Impact Aid, Office for Civil Rights, and Students 
Financial Assistance program. (JB) 



PUT ITNC; CuS'rOMRRS FjRST 

Standards for Serving 
THE Amerigan People 



Report of the National 
Performance Review 



President Bill Clinton 
Vice President Al Gore 



11 ft D«WWT«ltHT Of tOOCATlOH 

rapfoducno o qo«''W . — 

OCRt po»«t>on or poticv 



ERIC" 




Putting Customers First 

Standards for Serving 
THE American People 



NATIONAL 



REVIEW 



September 1994 



® 



3 



\ til v.ilt' h\ ilk' I S ( ioM'iiiiiu'ui l*iiiiiinr ( Hlui- 
Sii|viiiUi'iiil».'in ot DtKiiMk'nis. \l.iil Si«ip SSOI*. W .islitiii'i»»ii l)( 
Q ISBN 0 16 045226 0 



ERIC 



_ NATIONAL 

Contents 




REVIEW 



Introduction i 

Customer-Driven Government 5 

Standards for Our Customers 

Cus tom KR Gkc)ui>: Bi:Ni.i-i(:iARii:s 13 

CXiS'ioMi-.R Group: Businhss 17 

Cl'stomkr Group: Tm-. Gi:ni:rai. Public; 23 

CUSTOMKR GrOL'P: LaW ENlC)RUl-Mi:N'r 31 

Ca'stomfr Groui>: Nai URAi. Rksol'Rc:!-; Manac;i:m1':n i 35 



Cusi"ONti;R CJrol'P: 'I'hk Ri:si:ar(:ii and Acaokmic: CoMMUNri v 39 

Cl'si-omkr Group: S i>\ti:s, Locialitiks, and Otmkr Partnkrs 43 

Customer Groui>: I^ravki.krs, Touris is, and Oui door Enthusiasts 49 

Cl'stomkr Group: I'hk U.S. Go\'KRNMi:Nr and Fki)i:R/\i. Hmpi.oyki-.s 53 

Cus roMKR Group: Vi: itirans 57 

Appendices 

Appendix A: Executive Order 12862 63 

Ai>PENDix B: Text of Cus tomer Service Standards 65 

Bi-.Ni-.i ic:iarii-.s 67 

Business 73 

ThkGi:ni:rai. Public: 93 

Law HNLc)Rc:LMi:N r 113 

Nalural Rlsourc:i, MANAcii NUxr 117 

Twv. RLSLARc;n and AuAni.Mic: Ca)\l\iunh v 123 

SrAn;s, Loc:ai rrii:s, and C)thi-.r Pari ni-.rs 133 

Travli i:rs, 1ourisi\ and Ou tihh^r I'.N rnusiAsrs 143 

TmL. U.S. CkA'KRNMLN I AND Pi DI.RAl KmPLOVUI-.S 149 

Vl.IL.RANS 1 "^7 



Introduction 



NATIONAL 




REVIEW 



The Federal Government must be customer^ 
driven, 

— President Clinton 



When it absolutely, positively 
has to be there overnight, 
Americans think of Federal 
Express. FedExs customer 
service standard is well-known to its 
customers: priorit)' deliver)' by 10:30 a.m. 
the next business day; regular delivery by 
3 p.m. 

That famous customer service standard 
from the private sector is different in two 
important ways from most government ser- 
vice standards of the past. One. the 
company wrote it down in plain language 
and publicized it so that customers will 
know exactly what to expect and employees 
will know their mission and the measure of 
success. Two, it responds to customer needs. 
FedF^x is not just trying to do a litde better 
than its competition; it found out what 
aspects of service were most important to its 
customers and set standards in those terms. 

For contrast, consider the customer 
service standard of the now defunct Military 
Iraffic Management terminal Service, an 
organization tliat was roughly ir the same 
business as FedEx. Unlike FedFlx, MTMl'S 
never publicized its customer service 
standard. But the standard was nonetheless 



well-known to its customers, who captured 
its essence by referring to MTMTS as 
"Mavbe Today, Mavbe Tomorrow, 
Someday" Unlike FedEx, MTMTS did not 
respond to customer needs. 

Executive Order 

Last Septembers report of the National 
Performance Review recommended that all 
agencies develop customer ser\'ice standards 
and that the standards be published. Within 
days. President Clinton issued an Executive 
Order calling for a customer service "revolu- 
tion within the Federal Government to 
change the way it docs business." (The com- 
plete text of the Executive Order is in 
Appendix A.) Agencies assembled teams of 
people from headquarters and the front 
lines, people who believed that government 
can and must provide top-notch service, 
^rhe teams began surveying customers and 
preparing to publish their service standards. 

This document. Putting Customers First: 
Standards for Serving the American People, is 
the result: the U.S. Governments First com- 
prehensive set of published customer service 
standards. We will keep track of our perfor- 
mance against these standards and publish 
the results. We are prepared for our 
customers to judge us on our performance. 
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1,500 Standards 

This report presents more than 1,500 
customer service standards, representing 
commitments from more than 100 federal 
agencies. This is the first time most of these 
agencies have set standards. It is a major step 
toward the kind oi results-driven govern- 
ment that Congress described when it 
passed the Government Performance and 
Results Act to promote 'a new focus on 
results, sersqce qualit}; and customer satisfac- 
tion" in government. 

More standards will be set out in coming 
months to cover still more services chat the 
government provides. Highlights of the 
standards being published now appear in the 
main body of this report, which is organized 
according to groups of customers. For exam- 
ple, a section on business customers 
describes federal agency interaction with 
businesses and gives highlights of the 
standards that businesses can now count on. 

Appendix B lists all of the detailed sers'ice 
standards according to customer group. If 
standards apply to more than one group of 
customers, we repeated them under each 
group to make them easy to find. In 
addition to this document, federal agencies 
are publishing their complete customer ser- 
vice plans, which will include their 
standards. Many agencies will hand out 
brochures or put up posters in their public 
offices advertising their service standards. 



The Best in Business 

Our ultimate goal for customer sers'ice is 
to be * equal to the best in business." We 
chose that goal for two reasons. First, it is 
the level of quality Americans enjoy every 
da\' in the private marketplace; they deserve 
and have every right to expect the same 
from the government they are paying for. 
vSecond, equating the goal for government 
services with the best in business lets federal 
workers draw on their own experience in 
deciding how to treat customers. As in the 
golden rule, they should treat their 



government customers just as they 
themselves like to be treated when they are 
customers of private business. 

Of course, good customer sendee 
standards must be far more specific than the 
golden rule. Such specific standards appear 
in this report. For example, the Social 
Security Administration promises to mail a 
new social securit}' card within five days of 
receiving an application; if you need to 
know the number even sooner, they will tell 
it to you in just one working day. Similarly, 
the Economics and Statistics Administra- 
tion, which sells international trade informa- 
tion on compact disks, promises to get your 
order into die mail within 24 hours, or you 
get a free CD. 

There is a lot more to delivering top- 
notch sers'ice than just wanting to and 
promising to. You have to organize for 
responsiveness and flexibilit)'; most of the 
government was organized for top-down 
control and risk avoidance. We are changing 
that. You have to train and empower 
employees so they can deliver the results cus- 
tomers want; most federal employees have 
been trained to follow -rigid rules. We are 
changing that. You have to design systems to 
please customers; most government systems 
were designed to please the boss, or 
headquarters, or some management 
committee. We are changing that, too. 

But these changes go to the ver\' core of 
government. They take time. And one of 
the cardinal rules of customer service is 
never to make a promise you cant keep; if 
anything, promise less, then give your 
customer a pleasant surprise. That is why 
some of the standards in this report arc 
prctt)' modest comp<ired with the best in 
business. For example, the Department of 
Veterans Affairs promises that veterans will 
have to wait no more than 30 minutes to see 
a benefits counselor. We know that is still 
too long, and changes are in die works that 
will virtually eliminate waiting when you 
stop by a VA ofilce. Rut until VA has 
finished the extensive reoiganization and 
training needed to shorten the wait, it is 
telling its customers what to expect, 'lliats 
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the way Disney does it; signs posted along 
the waiting lines tell you how long it will 
take to reach Space Mountain or Pirates ot 
the Caribbean. 

Some of the standards in this report are 
being phased in office-by-office across the 
country as the new organization, training, 
and systems are completed. For example, the 
U.S. Postal Ser\'icc has already started guar- 
anteeing lobby serv'icc within five minutes in 
many regions (the director of one successful 
region recently became the Chief Operating 
OflPicer of the entire USPS). Other post of- 
fices will be ready to make that service com- 
mitment soon. The goal is eventually to 
have all of them delivering service up to this 
standard. 



Starting Out 

We are just getting started, and we have a 
long wa\' to go. But we are building on a 
strong foundation: the desire of federal 
workers to sen-e America. What we need are 
redesigned systems that will let federal work- 
ers give America their best. 

Ultimately, we are determined to equal or 
exceed the best in business. Until then, we 
promise you that we will continue to 
sharpen our focus on customer ser\'ice. We 
will continue to ask our customers what to 
improve. We will publish increasingly high 
standards. And we will measure success in 
terms of customer satisfaction. 
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Restoring Faith One 
Customer at a Time 

The concept of "government 
customers ' is a bit new and con- 
troversial. The National 
Performance Reviev/ has received 
letters and phone calls from a few taxpayers 
who objected to being referred to as the gov- 
ernments customers. These people correctly 
pointed out that they are the governments 
owners on at the very least, stockholders. 
But it is possible to be an owner and a 
customer too. For example, if you own stock 
in Ford Motors, your relationship to the 
company is something like a taxpayers to 
the government; you own a piece oi it. A 
Ford stockholder can enter another relation- 
ship with the company by buying a laurus 
and becoming a valued customer. When tax- 
payers call the Social Security 
Administration or stop by the post office, 
they are customers too. 

One big reason government must begin 
treating people the way top businesses treat 
their customers is to restore Americas hiith 
in our system of self-government. The terri- 
ble truth is that most Americans don't trust 
government to do the right thing. 

They used to. In surveys 30 years ago, 7() 
percent of Americans believed that they 
could solve problems together through self- 



government. They believed that government 
would do the right thing. 

Not anymore. In recent surveys, only 20 
percent of Americans believed in the ability 
of their government to do the right thing. 
From a solid majority to a small minorit)' in 
a single generation. 

That is the crisis we are responding to. 
That lack of faith in the American peoples 
abilit)' to solve national problems through 
the American system of self-government 
threatens the fiibric of our nation and the fu- 
ture of our nex*. generation. It threatens to 
leave a legacy of helplessness and chaos for 
our grandchildren. That is the crisis that 
calls for dramatic changes. 

And the dramatic changes we are making 
are designed to convince our customers — 
one customer at a time — that government 
can work better, that it /V working better, 
that Americans might once again believe 
that we can solve national problems like 
unemployment, crime, health care, and 
homelessness — together, through seU- 
government. 



The Businesslike Approach 
TO Government 

Applying the customer service concept to 
government has clear management 
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advantages. It actually can make government 
work better and cost less. It Focuses attention 
on results the customers want. It highlights 
the expenditures that yield those results and, 
by contrast, eliminates the expenditures that 
doiu contribute to good sen'ice, 

Here are some examples. The staff of the 
New York Regional Benefits Office of 
Veterans AfRiirs focused on customer service 
when thev reengineered the system for pro- 
cessing benefit applications. The result is 
much happier custoniers and a process that 
costs much less. They eliminated all but 
eight of the 25 steps in the old process and 
are now able to do the work quicker with 
fewer overhead jobs. In another example — 
this one focused on internal customers — a 
small team at the Defense Departnient has 
developed a simplified and speeded-up 
administrative process for employees who 
travel on business. By eliminating unneces- 
sary red tape and the associated jobs* the 
new procedure has the potential to save 
Si billion over the next five years. All across 
government, eliminating excessive overhead 
and red tape will save tens of billions dol- 
lars each year and free up people to sen'c 
custoniers. 

7 he customer sen'ice approach to govern- 
ment can even cause an agency to rethink 
the wav it does its basic mission and get 
much better results. Enforcement and regu- 
latory agencies like the Customs Sen'ice are 
good exaniples. The Customs Sen'ice has 
adopted a customer sen'ice approach toward 
the shippers that it regulates and is getting 
excellent results at niajor ports. 

Miaiiii is one of the nations highest 
volume ports for both cargo and passengers. 
It used to take hours, somecimes days, to get 
cargo dirough custonis. That was a serious 
problem for shippers* especially if the cargo 
was flowers or fresh fruit or sonie other per- 
ishable. Passenger delays were also big 
lieadaches for airlines and, of course, for the 
passengers. Rut the CAistoms C^ffice had to 
enforce the laws governing what coiiies into 
the country; dela\'s and angry customers 
seenied to come with the territory. 

The customer ser\'ice approach changed 
everything. Instead of viewing the trade 



communit)' as the adversary — people who 
might be caught breaking the rules — the 
Miami Customs team began viewing 
ship)pers as custoniers of governments 
sendees and partners who would voluntarily 
help enforce the rules. Customs built 
partnerships with other federal agencies, like 
Immigration, Food and Drug, Fish and 
Wildlife, and Agriculture, and with the ship- 
pers and the airlines — with everyone in the 
conimunit)^ People representing all these in- 
terests began meeting — and they met 
often. They listened to one another's ideas 
about quicker clearance. Together, they fig- 
ured out how the best in business would do 
it. Together, they built new facilities and 
money-saving electronic data systems. 
Together, they set customer sen'ice 
standards, like getting airline passengers 
through custonis in five minutes and 
through the entire airport within 45 
minutes. C^ustoms taught shippers how to 
help with enforcement so that most of the 
cargo is cleared before it even reaches port. 

Now, the shippers and passengers are 
pleased. The flowers and fruit stay fresh. 
And compliance rates have actually 
improved. All that came from a new 
customer senice approach applied to an en- 
forcement mission. 

Satisfying Customers — 
First, You Have to 
Find Them 

The customer sen ice approach is so new 
to some agencies that the very first step was 
to figure out who the customer is. Since the 
customer is the one you try to satisfy', it was 
natural for many government workers to 
think that the customer must be the boss, or 
headquarters, or Cx)ngress; in the past, our 
SN'stems have certain!)' been designed to sai- 
isf}' these people. But, while they are all im- 
portant — even crucial — to our success, 
they are not the customer . The customers 
are the people who use the national parks, 
forests, and waterways; people who are eligi- 
ble lor social security and veterans benefits; 
people whose lives are diminished by unem- 
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ployment, illiteracy, crime, pollution, and 
the problems of our major cities. The 
customer sen'ice approach refocuses govern- 
ment on the people. It puts people first. 

Some federal agencies, like Social 
Securit}' and Veterans Affairs, deal directly 
with the people. Others work through part- 
ners. For example, Head Start, the success- 
ful presch(H)l program, is administered 
nationally by the Departmeni of Health 
and Human Services. Hut as the diagram 
above shows, HHS does not deal directh' 
with all of its customers — for example, the 
Head Start families, h deals with its 
partners, state and local government 
agencies. The situation is similar to auto 
manufacturers and retail dealers: Ultimately, 
the qualit}' of service to the car buyer 
depends on the dealers practices as well as 
the service provided by the manufacturer to 
the dealer. There are, in effect, two 
customer service opportuiuties. hi cases like 
these, we set standards that apply to the re- 
lationship between the federal agency and 



its partners, most often state and local 
governments. Then, working with our part- 
ners, we can sec standards for ser\'ing the ul- 
timate customers. 

Customer Service is 
Surprising Business 

Good customer sen'ice standards come 
from the customers. One of the basic rules 
in developing standards is to start by asking 
your customers what they want. When you 
ask them, youll almost always get a surprise. 

'I'he Oregon State Division of Motor 
Vehicles got a big surprise when it talked to 
its customers. The DMV had set out to im- 
prove sen'ice in issuing drivers licenses. It as- 
sumed that what people wanted most was 
shorter waiting lines. So it planned to add 
clerks and automate the process. 

Then, before putting all this in place, the 
OMV asked its customers what was most 
important to them.The No. 1 complaint — 



ERIC 



PiriTINC; CUSIOMtRS F|R51 



hv a wide niari;in — was \un the loni; lines, 
bill ihe unllaiieriiii; pieiiires ou ihe liLeiiscs. 
Iwen ilu)Ui;h ihe I)M\' saw peof^le watiiiii; 
in line everv daw eaeh individual cusionier 
only had lo waii in line onee every {i\e 
vears. Bin the ciisionuTs were at;i;ravaied 
every linie ihe\' had lo show someone ihe 
had piciure on iheir heense. Now Oregon 
uses a video svsieni ihai lakes a liiile niore 
lime hui ailows ihe driver lo seleei ihe besi 
ot a variety ot pictures. Thai's good ser\ ice 
from the customers point ot view. 

hi developing ihe customer ser\'iee 
standards listed in this reporu federal agen- 
cies have been asking their customers whai 
they want — and they've gotten some 
surprises. For example, imagine you are dri- 
ving through Death Vallc)' and your car 
breaks down. You are about to panic when 
you spot a National Park Service sign w ith 
emergency instructions — but in a language 
you don't understand. Not much iielp, eh? 
Well, that is just what the Park Service had 
been doing to its customers until it surve\'ed 
them and found out that percent ot the 
visitors to Dearh Valley are tourists from 
Europe. Now emergency instructions are 
translated into Cicrman^ hVench, and Italian. 
Surveys by the IRS produce surprises as well. 
Most t;ixpayers don't put a priorit\' on 
getting tax booklets right after January I . 
Your real priorit)' is to minimi*/e contact 
with the IRS. lb help, the IRS has set a goal 
of answering your questions with one call. 

Customer surveys are clearly crucial to 
improving service, and the Oflflce ol 
Management and Budget has made it easier 
for agencies to conduct survc)'s. OMB, 
which by law must approve any public ques- 
tionnaire, has cut its clearance time tor cus- 
tomer surveys from 12 weeks to two. This 
permits agencies to tlnd oiu what customers 
want and to keep up with your changing 
needs. 



Front-1 INF Work — 
A Daiiy Dosk or RhAi i i \ 

1 ront hue workers wlin (k.\\ vsilh 
customers daiK olten knou a U*\ .ibout hiiv\ 
ii> im[in>\e service. 1 )a\ in and da\ <»ut ttu'^ 
hear ihe coni[>lainis .nui the leason.it^k 
requests, and the\ scv tirsi hand the san^tat 
tion when customers e\pcctati«)ns are nui 
Certainlv. imkc we h i\e learned troni the 
customers what the\ warn, the tront hiu 
emplovees are most likeK to know how lo 
deliver it. 

SucLCsstuI businesses p.u ^losc aueniu»n 
to what front-line workers have u> sav. and 
the\ give them a great deal oi aiuhorit\ aiul 
responsibility in taking care o^ cusionu is. 
Ivderal agencies are doing rhe same, lor e\ 
ample, the Social Securit) Adniinistr.uion 
surveved all 6S,()(K) ol its employees t«> ge? 
their ideas on how to improve service. Som<. 
oi'the good ideas they came up with include 
ollerinii drive-ihroutih service like banks, 
and relocating otVices to shopping malls so 
that customers can take advantage ol tree 
parking, [niblic transportation, and mall se 
curitv. The front-line workers als(» know 
how to simplitv paperwork ni ihe back 
olilce so they can spend more ol their inr.e 
actuallv helping customers. 



You Be the Judge 

If, in die past yeai, the goveriuneiu had 
been totallv reinvented iiuo a customer 
driven, world-class service organization, 
vou'd know it. The L'.S. Postal Service 
would be neck-and-neck with hedl A tor de- 
pendable, on-time deliwry; ordering a map 
from the L-.S. Cieological Sur\ev would be 
as simple as ordering a vvool shin from 1 .1 . 
Bean: and checking on your soeial security 



Pvof)lv like V(Hi .]rc ^>/\ ini* LiowrniiicDt j iiood lunu* 

- - Al W<ult\ WWII veliMtin, piaisint; c iNloniof ^er\ u v 
at the FedcMiil Kec ords ( enlor in Walth.uii, N^a^su IuncU^ 
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benefits would he like ciieckitig on your 
\'isa aecouiu. You know we are not there 
yet. 

But weVe made progress to he proud of. 
Veterans in New York and Waltham, 
Massachusetts, know it. Shippers in Miami 
and Seattle know it. Business owners and ex; 
porters in Baltimore, Miami, Chicago, and 
Long Beach know it. Some of them have be- 
come ardent fans of the government people 
who serve customers in those cities. Groups 
here and there around the nation are begin- 
ning to see the change that a customer- 
focused goN'ernment can achieve. They arc 
beginning to believe again that government 
can work for them, that we can solve our 
problems together through government. 

This is the first time most agencies have 
published standards. Agencies are changing 
the way they do things in order to meet the 
standards. Vhey are also prepared to change 



Customer-Driven Government 

the standards in order to focus on the things 
that customers say are most important. 

So you can make the government change 
faster. Look for the posted service standards 
and hold us to them; this is how to measure 
us. When you get poor service from a 
government agency, or if you think the stan- 
dards miss the mark, tell the agencj' about it; 
let the front-line workers and the head of 
the agency know what you think should be 
done better. When you get gpod service 
from a government agency, let them know 
that too. Use the phone numbers and 
addresses that agencies are publishing in 
their plans. We will learn from the mistakes 
and use the successes as models for others to 
emulate. 

Together, we can and will bring the gov- 
ernment back to its customers — back to 
you, the American people, who deserve 
nothing short of the best. 
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YOU worked hard and paid into 
Social Security for years to become 
eligible for benefits. The Social 
Security Administration believes 
you shouldn't have to work hard get those 
benefits. 

The same goes for other retirement 
programs and for the wide variety of- 
assistance that Americans in need are 
entided to under law. Your application for 
benefits shouldnt disappear into a bureau- 
cratic maze for months. You shouldn t get 
shuttled from office to office, each time hav- 
ing to explain your problem from the begin- 
ning. You shouldnt repeatedly get a busy 
signal or be put on hold when you call. You 
want and deserve better service from your 
government. WcVe determined that you will 
get it. 

Each year the Treasury makes 660 million 
benefit payments directly to American 
citizens. For many Americans, these 
payments are the ditTerence between a retire- 
ment of hard-earned, well-deserved securit)' 
and an old age filled with worry, between a 
home and homelessness, between food and 
hunger. 'I'his chapter describes what the fed- 
eral agencies in direct contact with these 
Americans are doing to improve sen'ice. 



The Promise of 
Social Security 

The federal agency that directly touches 
the lives of more Americans than any other 
is the Social Security Administration. Each 
year. Social Security' employees handle pay- 
ments going to nearly 50 million clients. 
They answer 60 million telephone calls and 
serve more than 24 million visitors to Social 
Security offices across the United States. 

Not long ago, Jackie Collins-Miller, the 
branch manager of Baltimore's Social 
Security office, got a call from a woman who 
had received someone elses check in the en- 
velope along with her own. Collins-Miller 
jumped in her car, picked up the check, 
mailed it to the rightful owner, and called a 
few days later to make sure it had arrived. 

That simple stor)' illustrates both the 
basic obstacle and the great hope for 
improving ser\'ice to customers of the 
government. Many of our systems, like the 
one that misrouted the check, need to be re- 
designed to please customers. On the other 
hand, most federal workers, like Collins- 
Miller, are just as dedicated to providing 
good sen'ice as employees of Nordstrom or 
any other of Americas best companies. This 
is the foundation weVe building on. 
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The Social Securirv' Administration has 
started redesigning its systems to make them 
as customer-oriented as its employees them- 
selves are. First, they veyed 40,000 
customers and found lots of complaints 
about the long and bewildering process of 
applying for disability benefits. A person 
filing a disability claim is faced with a 
Model-T kind of assembly line. A claim 
trundles along for over five months and is 
handled by about 26 workers just to get to 
an initial decision. If the claim is initially 
disapproved and appealed — and many are 
— it is handled by 43 workers, and the total 
waiting time could be two and a half years. 
No wonder the customers complained. 

The agency has designed a new disability 
system, with far fewer steps and fewer 
handlers. This new system, which was 
created with the customer in mind, promises 
to cut the total waiting time by nearly 20 
months. Social Securit)' Commissioner 
Shirley Chater has announced that the 
agenc}' is beginning to implement the 
reengineered disability process. The new 
system will eventually save hundreds of mil- 
lions of dollars and will let the customer 



meet the worker who decides the case. 

Commissioner Chater and the Social 
Security Administrations managers and em- 
ployees made a commitment to give their 
customers not just good ser\'ice or first-class 
service, but "world-class ' ser\'ice. l^st year, 
they posted sigu with their customer service 
standards in their offices across the countr\'. 
They pledged to provide courteous and 
prompt ser\'ice and full information on 
Social Security and other programs. This 
year, they ve added some new standards and 
clarified others. 

Pensions — Guaranteed 

Sometimes the hardest part of pleasing 
customers is finding them. 

The job of the Pension Benefit Guaranty 
Corporation is to make sure ever\'body 
whos owed a pension gets one. With that 
kind of clear result in mind, the agency 
started a campaign to find Americans who 
had a pension coming but didn t know it. 
These include people who had worked for 
companies that later went bankrupt. The 



Highlights from Customer Service Standards: 
SOCIAL SECURITY ADMINISTRATION 

• If you request a new or replacement Social Security card from one of our offices, we 
will mail it to you within five work days of receiving all information we need. If you 
have an urgent need for the Social Security number, we will tell you the number within 
one work day. 

• When you make an appointment, we'll serve you within 10 minutes of the scheduled 
time. 

• We'll provide you with our best estimate of the time we need to complete your request, 
and we'll fully explain any delays. 

• We'll clearly explain our decisions so you can understand why and how we made them 
and what to do if you disagree. 

SSA knows that you expect world-class service in all your dealings with us. Today we 
are unable to meet your expectations in all areas, but we are working to change that. 
When we redesign our processes, you can expect that when you call our 800 number, 
you will get through to it within five minutes of your first try. 

Today we often are not able to meet this pledge. During our busiest days, you will get a 
busy signal much of the time. 
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company records of former empkn^ees were 
k^st. Many of these peopk^ didn t know the 
government guarantees their pensions; they 
just figured they were out of luck. And until 
last year, they were. But a dedicated team 
from the Pension Benefit Guaranty 
Corporation nianaged to find thousands of 
theni and restore their pensions. 

Making Faster, Safer 
Payments 

Wliether your benefits come from Social 
Securit); the Veterans Administration, or 
some other federal agency, the Treasury 
Department writes the checks and makes 
the electronic deposits. Treasury's Financial 
Management Ser\^ice is improving service in 
r>vo important ways: first, by replacing lost 
checks faster, and second, by offering a 
quicker and safer way to get benefits via 
plastic ATM cards. 

Suppose the social security check that you 
need to pay your rent doesiu come the day 
you expect it. As things stand now, you call 



the Social Securit)' Administration and set in 
motion one of those systems that was 
designed to please somebody other than the 
customer. First, the ageiicy notifies Treasury 
to stop payment on the first check. You 
begin waiting. Meanwhile, Treasury searches 
its records to see whether the check has been 
cashed. You keep waiting. If youVe lucky, 
and it has not been cashed, Treasur)' mails 
you another check. Total waiting time for 
you and your landlord: two to three weeks, 
if youVe unlucky, and the missing check has 
been cashed, you 11 wait an additional six 
weeks. 

Treasury is redesigning the system with 
customers in mind. It has cut four days off 
the time to reissue an uncashed check. In 
cases where checks have been cashed. 
Treasury is working to get the added six 
weeks pared down to one week. 

Ultimately, the best way for customers to 
avoid all the problems associated with paper 
checks is to get benefit payments 
electronically; its much faster and more 
secure. Treasur\' already makes payments 
electronically to many individuals bank ac- 



Highlights from Customer Service Standards: 

DEPARTMENT OF AGRICULTURE FOOD STAMP PROGRAM 

Whether you get paper food stamps or use the new electronic benefits card system, you 
can expect the same high standards from the government: 

• We promise to let you know if you're eligible for food stamps as soon as possible but no 
later than 30 days after you file your application. You'll need to fill out your application 
as soon as possible, but you can start counting the days as soon as you contact the food 
stamp office and give us your name, address, and signature. 

• If you qualify for immediate assistance, we promise to give you your food stamp bene- 
fits within five work dav^. 

• We promise to let you know at least one month before your food stamp benefits are due 
to stop. If you apply to continue your food stamps by the 1 5th of your last month — and 
you still qualify — we'll make sure your benefits are not interrupted. 

• If we say you don't qualify and you don't agree with our decision, just ask and we 
promise to give you a fair hearing. We also promise to let you know the results of your 
appeal within 60 days. 

• We promise to treat you fairly and equally regardless of your age, race, color, sex, 
handicap, religion, national origin, or political beliefs. 
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counts. But 10 million fedenil benefit recipi- 
ents don't have bank accounts. So the 
government has begun issuing plastic cards 
to these beneficiaries so they can enjoy the 
same convenience and security. The cards let 
people get their benefits directly from bank 
machines or terminals in grocery stores. 
iMore than 10,000 recipients of Social 
Security, Veterans, «nd Civil Ser\'ice 
Retirement benefits have government bene- 
fit cards already in a pilot program. More 
people will soon be using the cards to get 
food stamps. Aid to Families with Depend- 
ent Children, and other federal benefits. 



there are lots of other benefits paid for by 
the federal government that dont go directly 
from the feds into individual mailboxes or 
bank accounts. Many people get federal 
benefits, grants, loans, or aid through state 
or local governments or other partners of the 
federal government. Federal agencies are set- 
ting standards for service that our partners 
can expect from us. These standards are de- 
scribed in the section on "States, Localities, 
and Other Partners." 



Veterans 



"Partnerships" — 
Cooperating to Improve 
Customer Service 



The Department of Veterans Affairs and 
other agencies exist specifically to serve vet- 
erans, and their standards are described in 
the section on ^'Veterans.'' 



In addition to all the payments the gov- 
ernment makes directly to beneficiaries. 



Your Standards 

These agencies and offices are publishing customer service standards for beneficiaries. 
The standards appear in the "Beneficiaries ' section of Appendix B. 



Department ov Agriculture 
Food and Nutritioii Sen'ice 

Department of Defense 

Defense Logistics Agency 

Department of Health and 
Human Services 

Health C2are Financing Administration 

Public Health Sen'ice 

Social Securitv Administration 



Department of Housing and 
Urban DEVELOPMFm 
Office of Housing/Federal Housing Authorit}' 

Department of Labor 

Pension Welflire Benefits Administration 

Department of the Trfj\sury 
Financial Management Sen'ice 

Pension Benefi t Guaranty Corporation 
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REVIEW 



Peter Rogers, Vice President of 
Marketing for Micro Systems, Inc., 
thinks he can increase sales in South 
America. He needs data on retail 
markets in Venezuela; qualified overseas 
agents and distributors; financing; and 
maybe even references from influenti^il peo- 
ple. Who does he ask? 

Believe it or not, all these services are 
available from the governments Export 
Assistance Center in Baltimore. The Center 
houses people from several federal and state 
programs at one location so that the export 
comm.unit)' can get one-stop service. "Steve 
Hall of the Export Assistance Center has 
been to my office a number of times, 
providing a menu of excellent sendees, now 
including export-import financing,'' says 
Rogers. "We may have the best product in 
the world, but if the customer can't pay tor 
it, it could stop the sale." 

Is this really the government? Yes. Steve 
Hall works for the Department of 
Commerce. The Commerce programs he 
represents, and the other federal and state 
programs involved, are meant to assist 
exporters. So that makes business the 
customer. 

Export Assistance Onters like the one in 
Baltimore are planned for many locations 
around the auintr)'. Right now there are 
three others, in Chicago, Miami, and Eong 



Beach. And 1 1 more are planned for 1995. 

Help for business — that s great. But it is 
only one of governments roles. Regulator)^ 
agencies have a big effect on business. The 
same businessperson who gets assistance 
from some government agencies is spending 
a lot of time preparing taxes and dealing 
with inspectors from the Equal Employment 
Opportunic)' Commission, the Environ- 
mental Protection Agency, and the Occupa- 
tional Safec)' and Health Administration. 
There are also the Customs Sen'ice, the 
Consumer Product Safet)' Commission, the 
Federal Trade Commission, the Federal 
Communications Commission, and more. 

The truth is, much of what government 
does is tax, audit, inspect, and regulate busi- 
ness. These activities naturally produce some 
friction. Viewing businesses as customers is 
more complicated for agencies with these 
roles, but they, too, are working to include 
customer ser\^ice ideas and business input in 
their approach. 

Regulatory Compliance 

Many agencies are finding ways to 
combine strong enforcement of laws and 
regulaiions with encouraging proactive com - 
pliance b)' business. For example, to protect 
the health and safetv of workers, the 



ERLC 



Is 



17 



Putting Customers First 



Occupational Safety aiid Health 
Administration is helping employers find 
and fix workplace hazards. 

in its Maine 200 and Wisconsin 100 
pilot projects, OSHA gives help to employ- 
ers that are considered high-risk because of 
their injur\' rates. OSHA sends information 
packages that help employers and employees 
work together to improve health and safety 
conditions. Companies can also get techni- 
cal advice from OSHA through state agen- 
cies. The programs offer free consultation 
sen'ices, including no-penalt)' inspeccions. 

These ser\'ices to business don t change 
OSHAs commitment to protect workers. In 
fact, they increase the chance that businesses 
will eliminate dangers before accidents 
occur. OSHAs customer sen'ice standards 
cover both business and workers. 

There are other examples of regulators 
taking a more supportive stance. 
Commerce's Bureau of Export Administra- 
tion, which enforces export controls on sen- 
sitive products like militar\' equipment, 
conducted about 250 seminars for about 
13.000 participants last year. Its goal was to 
ensure that exporters know how to comply 
with export licensing requirements. 

Three hundred executives of thrift institu- 
tions got to say what they thought in face- 
to-face interviews with Treasurv^s Office of 
Thrift Supervision. OTS, which super\'ises 
and regulates these institutions, heard 
feedback about confusion and frustration 
resulting from some aspects of its bank 
examination process. Its customer ser\MCc 
plan pledges to take both the myster\' and 
obstacles out of the examinations. 

Environmental Protection Agency 



Administrator Carol Browner announced 
the ^'Common Sense Initiative" on July 20, 
1994. Her idea is to create pollution preven- 
tion strategies on an industr\'-by-industr\' 
basis, instead of the current piecemeal, pol- 
lutant-by-pollutant approach. Federal, state, 
and local government officials, working with 
both environmentalists and industr); will 
begin by developing strategies for six indus- 
tries: auto manufacturing, computers and 
electronics, iron and steel, metal finishing 
and plating, petroleum refining, and 
printing. 

EPA also plans to improve its processing 
of environmental permits, which EPA uses 
to regulate activities like waste disposal and 
discharges into the air and water. Permits are 
issued by federal and state agencies, EPA rec- 
ognizes that it has two customers for its en- 
vironmental permit programs: citizens and 
business. Citizens are the beneficiaries of safe 
air and drinking water. But its business, 
through its compliance or positive action, 
that protects or improves the environment. 
A new permits improvement team is seeking 
help from state agencies, communit)' 
groups, environmental organizations, and 
those regulated by environmental permits. 
The goal is to reduce the red tape while en- 
suring that the environment is protected. 

The Small Business Administration 
convened a Small Business Forum oii 
Regulatory Reform with representatives 
from five industries and six regulatory agen- 
cies to look at ways to improve federal regu- 
lation. Among other things, the group 
wanted uniform and cost-eft'ective strategies 
that facilitate voluntary compliance, better 
coordination among federal agencies, and 



Highlights from Customer Service Standards: 
OCCUPATIONAL SAFETY AND HEALTH ADMINISTRATION 

OSHA is making these commitments to business: 

• Focus OSHA inspections on the most serious hazards. 

• Be respectful and professional during inspections. 

• Help them identify and control workplace hazards. 
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Highlights from Customer Service Standards: 
VS. CUSTOMS SERVICE 

The U.S. Customs Service is absolutely certain that treating business as a customer in- 
creases compliance. So Commissioner George Weise takes a customer service point of view 
when he talks about business. "We must keep in mind the customer's perspective in the 
way we perform our mission/' he explains. "Their impression defines the quality of the ser- 
vice we provide." The following are examples of the customer service standards for busi- 
nesses Customs is publishing. 

• Customs field offices will respond to your request for binding rulings within 30 days un- 
less the issue must be referred to a Customs attorney, in which case rulings will be issued 
within 1 20 days of receipt. 

• Customs will notify the importer and/or the broker of cargo detentions within five work- 
ing days. 

• Customs will respond to any inquiry made of our Entry Specialist Teams within four busi- 
ness hours. 

• If the quota or quota/visa entry is electronically transmitted. Customs will review these 
doc:uments and grant quota acceptance status, if appropriate, within six business hours of 
presentation. 

• On-line import transactions will be completed in less than seven seconds. 

• Batch transactions will be turned around to the user's terminal in no more than 1 5 min- 
utes for the Automated Broker interface; five minutes for the Air Manifest interface; and 
1 5 minutes for the Sea Manifest interface. 



more small business input in the 
formulation of regulations, hi July, the 
group issued its first report. Highlighting 
the industry input, it recommended specific 
actions that the agencies are now reviewing. 

For advocates of customer-driven govern- 
ment, these increases in industf)' input are 
good news — and a good start. 

Business Assistance 

Fifteen years ago, when Mama Jos and 
Zenos Pizza in Wichita Falls, Texas, was get- 
ting started, it took the owners four weeks to 
work with a bank loan officer to fill out the 
application for a Small Business 
Administration loan, gather all the relevant 
documents, and wait for the government to 
respond. Fhis ye when they wanted 
money to expand, the whole process took 
only three days, start to finish. 



The agency has cut the red tape for small 
business financing. The old piles of paper 
have been eliminated and the remaining ap- 
plication is only one sheet — two sides. It 
requir<='s so little documentation that it is 
building a name as "Low Doc.'' The Small 
Business Administration is one of several 
agencies providing financial assistance and 
publishing customer service standards. 

The State Department is helping 
businesses operating overseas. One of its sat- 
isfied customers wrote: "I just wanted to let 
you know^ how much I appreciate the posi- 
tive stance the American Consulate has 
taken toward U.S. companies doing business 
in Japan. I have always thought that if 
American organizations don t help each 
other out in Japan, then who will?'' 

The State Department is looking to 
expand its services to businesses operating 
overseas. According to Deputy Secrerar\' 
vStrobc Talbott, "Wc plan to include not 
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Highlights from Customer Service Standards: 
FINANCIAL ASSISTANCE FOR BUSINESS 

Financial assistance has been available from government for many years in the form of 
loans, loan guarantees, insurance, and even grants. Customers of these parts of govern- 
ment have said it's the paperwork and the lengthy process that deters them from applying. 
Many federal agencies are addressing these issues with customer service standards like 
these. 

Small Business Administration 

• 7(a) Guaranteed Loan Program: As an applicant for financial assistance, you can expect 
to have an answer from SBA within two weeks of our receipt of your completed applica- 
tion. If the application is processed through the Preferred Lender Program or the Certified 
Lender Program, an answer can be expected within 24 hours or three working days re- 
spectively. 

• Low Documentation Loan Program: As an applicant for financial assistance of $100,000 
or less, you can expect to have an answer from SBA within three business days from re- 
ceipt of your completed application. 

• Greenline Program: As an applicant for financial assistance to finance short-term, cycli- 
cal, working capital needs, you can expect an answer from SBA within two weeks of re- 
ceipt of your completed application from your lender. 

Export-Import Bank 

• Ex-lm Bank will not keep its customers waiting. We promise that we will respond to your . 
queries or complaints within two business days. 

• Ex-lm Bank's Insurance staff will process 85 percent of Short-term applications within two 
weeks and 90 percent of the Multibuyer policies before the anniversary date, and inform 
the customer bi-weekly of the status of the additional 1 5/1 0 percent until resolved. 

• Ex-lm Bank's United States Division will process 100 percent of all Preferred Lender 
Program transactions within 1 0 days of receipt of a completed application. 

• Ex-lm Bank's Claim and Recovery Division will process at least 90 percent of all cash re- 
ceipt collections for existing claims within 20 business days of receipts and acknowledge 
claims filed under all programs in writing to the claimant within two business days of re- 
ceipt. 

Department of Agriculture^ Rural Development Administration^ Business 
Loan Guarantees 

• We will conduct a review of your loan application to verify completeness and compli- 
ance with applicable requirements within 10 working days after receiving the applica- 
tion. 

• We will issue the loan guarantee for your loan within two working days from the time 
the lending institution holds the final loan closing. 

Department of Transportation^ Maritime Administration^ Federal Ship 
Financing 

• We will evaluate the completeness of your application and provide you with an initial 
response within 10 to 14 days. 

• We will respond to your phone calls within 24 hours. 

• We will respond to your information requests within one to three days. 

• We will process a complete application within 60 days. 

• We will treat you with courtesy and respect at all times. 
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only a casc-by-case business facilitation, but 
also the broader area of creating through ne- 
gotiations and agreements a friendly busi- 
ness climate for American firms — one that 
will enable medium and small firnis as well 
as larger ones to conduct business overseas/' 
If vou need help from various agencies oi 
the Department of Agriculture, put your 
walking shoes on. Your nearest field offices 
of the Agricultural Stabilization and 
Conservation Service, the Farmers Home 
Administration, the Federal Crop Insurance 
Corporation, the Rural Development 
Administration, and the Soil Conservation 
Service may each have a different location. 
Agriculture recently surveyed its customers; 
they said: ''We want services in one location. 
We want to deal with one person or one 
team who understands us.'' Agriculture is 
taking its customers advice and is creating 
one-stop Field Service Centers throughout 
the nation. Some are idready in place; most 
will be running by 1998. 

Technological transfer to assist business is 
a growing priority for some federal agencies. 
National Aeronautics and Space 
Administration programs actively proniote 
the commercial potential of the agency's 
technologies, while three of the Department 
of Energy's five goals are focused on 
business: help industr)' shift from waste 
management to pollution prevention; part- 
ner with the private sector for a rv\'o-way 
technological exchange; and accelerate 
national use of emerging n^chnologies. 

DOE is putting numbcis with its 
promises to do more work with business. 
FfTective immediately, it is devoting at least 
15 percent of the departments research and 
development budget to partnerships with 



the private sector. The department is also ag- 
gressive about setting up more partnerships 
with business. Cooperative Research and 
Development Agreements (CRADAs) are a 
primary tool for defining joint work 
between the national labs, managed by 
DOE, and the private sector. DOE has 
promised to process the paperwork for new 
CRADAs in less than 16 weeks on average. 

The federal government is also on the in- 
formation superhighway, providing business 
and others with information quickly. 
FedWorld, a service of the Department of 
Commerce, is an on-line information 
network serving as a gateway to 1 30 other 
government systems and still growing. 
Access to FedWorld is provided at no 
charge, and calls to the Help Desk are 
answered by a person, not a recording, 24 
hours a day. Downloadable products 
ordered by credit card are delivered within 
30 seconds. 

Also provided by Commerce, STAT-USA 
has the most extensive government- 
sponsored business, economic, and trade 
database system in the world. One of S TAT- 
USA's standards commits to posting all 
information within 30 minutes of receipt 
and promises, "If we do not ship your order 
within 24 hours, we will send you one CD- 
ROM free." 

Research Support 

Many of the federal government's 
research and scientific activities support the 
needs and interests of business. See the 
"Research and Academic (xMiimuniry ' sec- 
tion for more on these standards. 
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Your Standards 

l^hese agencies and offices are publishing customer ser\'ice standards for businesses. 
The standards appear in the "Business" section of Appendix B. 



Department of Agricuit ure 

Economic Agencies 

Field Ser\'ice Ceiuers 

Food Safety and Inspection Sen icc 

National Biological Control Institute 

Rural Development Administration 

Rural FJectrification Administration 

Department of Commerce 
Bureau of the Onsus 
Bureau of Kcononiic Analysis 
Economics and Statistics Administration 
International Trade Administration 
National CVeanic and Atmospheric 

Administration 
National Technical Information 

Scr\'icc 

Patent and Trademark Office 

DEPARTMEN-r OF DEFENSE 

Defense Finance and Accounting Scr\'ice 
Defense Logistics Agency 

Department of Housing and Urban 
Development 
(lovernment National Mortgage Association 
Office of Housing/Federal Housing 
Administration 

Department of the Interior 
Bureau of l^uid Management 
Bureau of Mines 
Minerals Management Serv ice 
National Biological Sur\'ey 
Office of Surface Mining Reclamation 

and I'jiforcement 
U.S. C Geological Sur\'ey 



Deparitvient of Labor 
Bureau of Tabor Statistics 
Fmploymcnt Standards Administration> 

Wage and Hour Di\ ision 
Mine Safet>' and Health 

Administraion 
Occupational Satet>' and Health 

Administration 

Department of State 

Bureau of- Political-Militan- Affairs 

Department of Transportation 
Federal Highway Administration 
Federal Maritime Administration 
Federal Railroad Administration 
U.S. Coast Cuard 

Depari ment of the Treasury 

Bureau of Alcohol. Tobacco and Firearms 
C^ffice of the ("omptroller of the Currency* 
Office of Thrift Superx ision 
U.S. Customs Srn ice 

Environmental Protection Agency 
FInvironmental Permitting 

Equal Employment Opporfum iy 
Commission 

Export-Import Bank of the United Staffs 

NaTIONAI AERONAU riC^ AND SPACE 

Administration 

Ae ro n a u t i cs F n terp rise 

Fluman Exploration and Development of 

Space F.nterprise 
Space 'Technolog)' Hnterprise 

National Media lion Board 

Small Businf^ss Administration 
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Bureaucracy. Red tape. Rigmarole. 
The runaround. Paperwork. 
Adniinistrivia. There are a lot of 
names for :he cunibersonie way 
government does business, a way that seems 
designed to drive people crazy. How many 
times have you needed a simple piece ot in- 
forriation on a i;ovcrnmeiit product or ser- 
vice and not known who to call, where to 
begin? If interacting with the federal govern- 
ment leaves you muttering to yourself, you re 
not alone: 80 percent of Americans don't 
trust the federal government to do the right 
thing most of the time. 

A lot of people in Los Angeles, California, 
are part of the other 20 percent. On January 
17, 1994, an earthquake that measured 6.7 
on the Richter Scale rocked Northridge and 
the rest of the Los Angeles area. Ibtal darn- 
age was calculated in billions of dollars. The 
devastation of the quake closed the Santa 
Monica Freeway, LA. s busiest. Thousands 
of families were forced out of their homes. 

When President Clinton declared the 
earthquake a federal emergency, the people 
of Los Angeles became customers of the 
Federal Emergency Management Agency. 
Working togedier with the Department of 
Iransportation, the Department of Housing 
and Urban Development, the Federal 
Highway Administration, and state and Ic^al 
officials,' F EM A responded not with hoops 
to juiiip through but with aid. 



A central processing office was set up at 
Redwood Cit)' to process applications for as- 
sistance. When the office opened on January 
22, the paper flooded in. Chal Overdorft 
and his staff dealt with it. With the help of 
new technolog)' to estimate damage and de- 
termine payments, and by working around 
the clock, OverdorfTand his staff have cut 
almost 400,000 checks — the most in the 
history of FEMA for a single disaster. 

Much of FEMAs work couldnt be done 
in an office. Outreach leader Tim 
Richardson and his partner discovered an 
80-year-old wonian still living in her mobile 
home, even though it had been shaken off 
its blocks and was teetering on its hitch. She 
was frightened by aftershocks and was out of 
water. RichardsoiVs team helped get her to 
safety, registered her for assistance, got her in 
touch with crisis coutiselors, and foi'ud a 
contractor to repair her home. Shes back in 
her house now and doing fine. 

FEMAs work produced diousands of 
thank-yous like this one: 

The caribqimke on janumj 17. 1994, 
shook evoyorie in the city badly. 
Emotionally I was in very bad shape for 
about two weeks. It took my family and 
myself about three months to get our 
home back into pre-quake condition 
although we have lost many irrepLurable 
items. I still suffer fivm occasional night- 
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Highlights from Customer Service Standards: 
FEDERAL EMERGENCY MANAGEMENT AGENCY 

• FEMA will provide you with an opportunify to tell your story to a responsive FEMA rep- 
resentative. 

• FEMA will treat you with respect and caring. 

• FEMA will give you clear, accurate information on disaster assistance and how to appl^ 
for it. 

• FEMA will explain clearly what you need to do after registration, what you can expect 
from the government, and how long the process should take. 

• FEMA will provide equal access to disaster assistance programs for all individuals. 

• FEMA will use your suggestions and complaints to improve our service continually. 

• FEMA will provide eligible individuals disaster housing assistance checks with all possi- 
ble promptness and give them an estimate of the length of time it will take. 



??in?'es. FEMA, the SBA. evoyoue ive 
dealt with from the govenmient was ex- 
tremely helpfidy understanding, and I 
have never seen bureaucracy move this 
fast and this efficiently. Thank you very 
much for all your help. 

I'his is quire a comeback from the shots 
rhar I-HMA rook after hurricane Andrew in 
1992. The agency is publishing standards 
rhar rry ro build on irs success in Los 
Angeles. 

No Bigger Job 

Think abour rhe job oFrhe U.S. Postal 
Service: collccr, sorr, and cancel 177 billion 
pieces of mail each year. Deliver ro over 1 11 
tnillion homes, srores, posr office boxes, and 
businesses every clay Operare 40,000 posr 
offices across rhe counrry. Irs hard to rhink 
ot an organizarioii thar has more conract 
with rhe public. 

In lasr Seprcnibers reporr of the Narional 
Performance Review, rhe Posral Service pre- 
sented standards based on its customers 
inpur abour whar is imporranr. Ir ser 
standards of overnight delivery oflocal birst 
C;lass Mail and rhree-day deliwry ofcross- 
counrry mail. It conimitred to a program to 



cur rhe wair in offices ro Tive minutes or 
less." it also pledged ro provide a postal 
information phone sysrem, operarinu; 24 
hours a day 365 days a year. 

So how are rhings going? To dare 81 cities 
have rhe 24-hour informarion phone 
service. Three-quarrers of rhe 4(),()0() post 
offices across rhe counrry now offer counter 
service in five minutes or less. And on-time 
deliveiy is at 82 percent across rhe country 
and exceeds 90 percenr in some cities — 
Des Moines, Long Beach, Spokane, and 
orhers. 

Bur rhe Posral Service reporred rhar in 
resrs in rhe Washingron area this spring and 
summer, only 50 lo 60 percenr of deliveries 
were on rime. Similar problems surfaced in 
C^hicago and Tennessee. Worse, postal 
inspectors acting on Posrmasrer Cleneral 
Runyons orders ro check rhings out found 
millions of pieces of delayed mail at rwo 
Washingron, D.C]., post offices. The Posral 
Service clearly wasn't meeting its srandards 
in these places. 

The leaders rook action. They brt)ught in 
proven managers and added emplcnves on 
the street and in the front line. Hundreds of 
people worked overtime to reduce the back- 
log. At the top, ihe Postal Service has a new 
chief operating off cer — Bill Henderson, 
who had met customer service standaids in 
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Customer Grgli»j The General Pui>uc 



Highlights from Customer Service Standards: 
U.S. POSTAL SERVICE 

• Your First Class Mail will be delivered anywhere in the United States within three days. 

• Your local First Class Mail will be delivered overnight. 

• You will receive service at post office counters within five minutes. 

• You can get postal information 24 hours a day by calling a local number. 



his job as l^ivision Manager for North 
C^aroliiia. 

Is the problem fixed? No: clearly there's 
more to do. Service has improved^ but not 
to the level that the Postal Service w^ants. So 
whats the lesson? Did the Postal Service 
make a mistake setting standards in the first 
place? Absolutely not. 

hi the old days, before standards and per- 
formance measurements, the Postal Service 
might not ha\e even known where to look 
for problems. If it heard complaints, the 
brouhaha would likely have resulted in more 
rules for workers to follow. Now it has regu- 
lar measurement of both customer satisfac- 
tion and on-rime delivery by Opinion 
Research and Price Wiuerhouse. Ibday it 
knows where to look for problems and is 
working to solve them. This is exactly the 
poiiu of setnng standards — to get agencies 
to focus on what their customers want and 
take action when they come up short. 

I'or the future^ the Postal Service has 
reafFirmed its commitment to the standards 
in last year's re(x)rt of the National 
Performance Review. 



Protecting the Public 

Much of the government has as its job 
protecting the public — its seat beks, its 
food, its children's toys, its drinking water 
— the list goes on. Many agencies whose 
role is protecting the general public have al- 
ready signed up to improve customer 
service. 

The National Highway Traffic Safety 
Administration has many programs with a 
single life-saving aim: to give us all a better 
chance to get where we need to go safely. To 
make safer)' information widely available, 
the agency operates an Auto Safer)' Hotline, 
a toll-free telephone service. Hodine callers 
cet information on motor vehicle recalls and 
safety defect investigations. Hotline 
operators are trained to answer vehicle and 
traffic safety questions. They take consumer 
complaints about possible safety defects and 
assist callers who are having difficulty 
obtaining repair work for existing recalls. 
Callers can also rec]uest safety literature. The 
service is available to the hearing impaired 
through teleprinter ( TDD) connections. 



— 4 — 

Good Afternoon — Here's Your Stuffed Fish and Telephone Bill 

I he Au.uiisl ]\, 1^)^)4, Wiishin^ton Post rc[)()rtcd on ^^ test ot the mail delivery system 
(hal liie WUioihil hujuavr hnd carrlcHi oul - - dnd on iho sul)so(|iiont rooc tion of 
Postmaster Ci(Mior«il Marvin Runyon: 

fo /(N/ //?(» nhiil syston), the uMoid now ^iwpcr put tuldros^^os oti <) axonut, fi.}lsc teeth, 
h(>\er shorts. <i nihlxr siuikc, socLi c<)n c?/7c/ 1? stiiifvd fish. All were delivered, Runyon 
s^uxt. "It \\\)s i\ ( /ti/v test, one we don't recommend others repluwte," he said, "but I do 
iii^ree with the Enciuiit'r's verdict: The Pos/«?/ Service rei}lly delivers/' 
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PuTHNG Customers FiRS^r 



Highlights from Customer Service Standards: 
NATIONAL HIGHWAY TRAFFIC SAFETY ADMINISTRATION 

• Your calls are important and will be answered promptly. If you have trouble reaching 
one of our operators, call after 6 p.m. and leave a message on the answering machine. 
We will call you back the next business day. You will not be put on hold for longer than 
two minutes. 

• You will be given the most complete and accurate information possible. 

• By December 1994, NHTSA will use its fax-on-demand service to provide you with fact 
sheets and information within 24 hours. 

CONSUMER PRODUCT SAFETY COMMISSION 

Call the CPSC Hotline at 1-800-638-2772 to report an unsafe product, report a product- 
related injury, receive information on product recalls and repairs/replacements, and learn 
what to look for in purchases. Customer service standards are: 

• Answer your call 7 days a week/24 hours a day. 

• Provide easy-to-follow instructions in English or Spanish, or in another language during 
working hours. 

• Take information quickly, accurately, and courteously. 

OCCUPATIONAL SAFETY AND HEALTH ADMINISTRATION 

OSHA receives many complaints from employees about unsafe working conditions and 
has established these customer service standards for employees: 

• OSHA currently schedules inspections, on average, within 1 8 days of an employee's 

complaint of a serious hazard and 26 days of an other than serious hazard We will 

reduce the average time. 

• OSHA will ensure that employees have the opportunity to participate in inspections. 

• We will complete investigations for those employees v^ho believe they are being 
discriminated against for exercising their rights to request or participate in investigations 
within 90 days. 



The Consumer Product Safety 
Commissions mission is also to protect the 
public — against unreaso'iablc risk of injury 
f rom consumer products. Commission 
Chair Ann Brown has *;ceppcd up media ef- 
forts to get the word out quickly about dan- 
gerous products. She appears regularly on 
shows like "Ciood Morning America" to an- 
nounce product recalls and inform the pub- 
lic. The commission also operates a hotline 
as a service to its customers and is settini; 
standards for the hotline. 



If you aren't sure what to do with frozen 
food when your power fails, you can get 
help from the Food Safety and Inspection 
Services toll-free hotline (1-800-535-4555). 
This 24-hour hotline is part of the services 
commitment to open communications and 
develop more productive working relatioii- 
ships with the public, industry, academia, 
state and local governments, and the media. 
The service also inspects over 6»000 meal 
and poultry plants to ensure that their prod- 
ucts are safe, wholesome, and aeeuratelv 
labeled. 
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Customer Group: The General Public 



The mission of the Environmental 
Protection Agenc)' is to protect the environ- 
ment today and for future generations. EPA 
is reinventing itself to communicate better 
with customers and get customer inputs to 
EPA decisions. As EPA Administrator Carol 
M. Browner says, "An informed and 
involved local communit)' will make better 
environmental decisions than a distant 
bureaucracy" EPA is publishing standards 
that include responding to letters within five 
working days, and it has set up a hotline 
(1-800-535-0202) to respond to questions 
about waste management, underground 
storage tanks, chemical accident prevention, 
and Superfund sites. 

The Occupational Safety and Health 
Administration takes care of its job — pro- 
tecting the health and safety of American 
workers — through partnerships with 
employees, employers, and state and local 
governments. OSHAs customers number 
more than 100 million workers and over 
6 million employers. In OSHAs customer 
surveys, workers expressed a need for better 
hazard information and training. Employers 
asked for better information on what they 
had to do to comply with OSHA 
requirements. OSHA has developed aggres- 
sive programs to get more information out, 
involve workers more in the inspection 
process, and assist employers. 



Talking to Your 
Government 

You call a toll-free number and you get 
the help you need. That s not too much to 
expect in 1994. You get it from American 
Express. You get it from American Airlines. 
You should get no less from American gov- 
ernment. 

The Social Securit)^ Administration, the 
Internal Revenue Service, and other federal 
agencies are finding out that Americans in- 
creasingly let their fingers do the walking. As 
a result, these agencies are studying how cor- 
porate America serves its customers over the 
phone. Agencies are learning the most 
efficient ways to deal with surges in calling, 
like when Social Securit)' checks go out each 
month or when April 15 rolls around. Top 
businesses also have a lot to teach about giv- 
ing the people who answer the phones quick 
access to information and the authority to 
make decisions so that they can solve 
customers problems and really be of ser\Mce. 
Reinventing government means equaling 
the best in business; phone ser\'ice is no ex- 
ception. 

Paying Taxes 

Most people would just as soon not be 
customers of the Internal Revenue Service. 



WE PROMISE . . . 

Docir President Clinton: 

We <ire etytdhlishini^ s/ti/iddrr/s tof telephone service that include promptness, courtesy, 
and accuracy. With industry leaders as a model, we are making progress. But we still have 
much to do. We believe we can a'/vc the American people the telephone service they de- 
serve. We promise to work hard to achieve this ^oal and report- progress to you in 
September 1995. 

Hon. Shirley Chator, Comissioner, Sotiol Security Administration 

Hon. Roger johnson, Administrator, Gentval Services Administration 

Hon. lames B. King. Direc tor. Oft ic e of Pt^rsonnel Management 

Won. Margaret M. Richardson, Commissioner, Interna! Revenue Service 

Hon. Doris Meissner, Commissioner. Immigration and Naturalization Service 

H(Mi. Marv A. Ryan, Assistant Sec retarv. Bureau ot Consular Affairs. Department of State 

Or. Harry A. Scarr, Acting Di rex tor. Bureau of the Census 
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PuniNG Customers First 



Like it or not, we need the IRS to collect 
revenue. The good new:; is that the IRS be- 
lieves it am do a better job collecting taxes 
by viewing us all as customers. The idea is 
that better customer service will increase vol- 
untary compliance. 

l^hinking of us all as customers is chang- 
ing things at the IRS. For over a decade, the 
IRS put top priorit)^ on getting tax booklets 
to us right after Januar)^ 1 . But a customer 
survey showed that minimizing contact with 
the IRS was the true priority of taxpayers. 
'^Hiking this input to heart, the IRS is finding 
ways to cut down on contact. 

One project is developing a system that 
gives citizens one tiix interface with all levels 
of government. The Social Security 
Administration and the IRS are working to- 
gether so businesses and individuals need to 
supply wage data only once for all tax collec- 
tion agencies — federal, state, and local. 
Twelve states will participate in the program 
this year and 1 1 more in 1 995. 

Paying taxes can never be painless, but it 
can be less painful. In some states, taxpayers 
will be able to file by phone this year 



through a program called Telefile. Residents 
of Florida, Indiana, Kentucky, Michigan, 
Ohio, South Carolina, and West Virginia 
that are filing a 1040 EZ and have a touch- 
tone phone will have the Telefile option for 
1994 taxes. Service through Telefile is avail- 
able 24 hours a day, seven days a week. With 
lelefile, filing your tax return may end up as 
easy as calling Dominos. * 

Buying Money 

Unlike the Internal Revenue Service, 
everyone would like to be a customer of the 
U.S. Mint — a repeat customer, in fact. 
And, directly or indirectly, almost every 
American is already a U.S. Mint customer. 
The mint produces the n-itions supply of 
coins for trade and commerce, plus special 
issues and investment coins. In addition, the 
mint sees 600,000 tourists a year at its 
Philadelphia and Denver sites and has a 
customer mailing list of 2 million coin 
collectors. 



Highlights from Customer Service Standards: 
INTERNAL REVENUE SERVICE 

These are samples of the customer service standards from the IRS. Expect to see these 
and other standards in your tax booklets for 1 994 taxes. 

• If you file a complete and accurate tax return and you are due a refund, your refund will 
be issued within 40 days if you file a paper return or within 21 days if you file electroni- 
cally. 

• Our goal is to resolve your account inquiries with one contact. To reach that goal, we 
will make improvements yearly. 

• If you have a problem that has not been resolved through normal processes, you may 
contact our Problem Resolution Office. A caseworker will contact you within one week 

• and will work with you to resolve the problem. 

• If you provide sufficient and accurate information to our tax assistors but are given and 
reasonably rely on an incorrect answer, we will cancel related penalties. 

• We will make tax forms and instructions easier and simpler for you to use. We made 
some good changes this year, but we want your Ideas for future improvements. Please 
call us at 1 -800-829-3676 — available nine hours each business day — or you can write 
us at Internal Revenue Service, Attention: Tax Forms Committee, PC:FP, Washington, 
D.C. 20224. 
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Customer Group: The General Public 



Highlights from Customer Service Standards: 
U.S. MINT 

• Your orders will be shipped within four weeks of receipt 

• Your inquiries will be answered with one-stop service. 

• Your calls will be returned within one working day. 



The mint has taken customer ser\'ice 
principles to heart. First, it is listening to its 
front-line employees' ideas on how to 
improve ser\'ice. As a result of an employee 
suggestion, mint employees now call coin 
collectors and other customers directly if an 
expiration date is missing from a credit card 
order. In the past, such an order would have 
been rejected and returned to the customer 
for correction, causing further delay. 

The mint is also one of a few government 
agencies that have customer ser\'ice reps. At 
the mint, the reps alert customers of sellouts 
and take credit card orders by phone. In ad- 
dition, the mint is examining the best in 
business — companies such as Black & 
Decker, T. Rowe Price, Lenox China and 
Cr\\sral, the Royal Mint of (ireat Britain, 
and \ anguard iMutual Funds — for ideas 
that it can apply to its own operations. 



Helping Americans Invest 

Peter Lynch may be telling you to ''beat 
the street," hut the Securities and Exchange 
Commission wants to niake sure you have a 
level phu'ing field. The SEC protects 
investors by enforcing federal securities laws 
and regulating securities markets. Individual 
and institutional investors have trillions 



invested in securities and mutual funds in 
the United States and abroad. While the 
SEC docs not approve or guarantee any in- 
vestments, it does make sure that securities 
issuers fully disclose material information to 
investors and markets adhere to fair 
standards. 

As part of its commitment to ser\'ice, the 
Securities and Exchange Commission is 
conducting customer sur\'eys throughout 
the countf)' covering a wide range of topics; 
the results have proven surprising in some 
cases. Misconceptions about mutual funds 
purchased through banks arc especially wor- 
risome. Most mutual funds sold through 
banks are not federally insured, yet 28 
percent of the respondents to a recent SEC 
survey thought they were. Similarly, money 
market niutual fluids bought through a 
bank are not federally insured, yet 66 
perceiit of the sur\'eys respondents who have 
bought these funds through banks thought 
otherwise. Since many people doiu 
understand these risks, the SEC is mounting 
a campaign to get the word out. A new 
series of educational brochures titled 
Wisely iivG part of this. One brochure will 
focus on mutual funds, covering investmeiit 
basics and warniiig of pitfalls. The SEC is 
also usiiig focus groups to find out niorc 
about what its customers value. 
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Putting Customers First 



Your Standards 

These agencies and offices are publishing customer service standards for the general 
public, l^he standards appear in the "General Public ' section of Appendix B. 



Department of AcRicuLruRi- 
Economic Agencies 
Field Ser\'ice C^cnters 
Food Safety and Inspection Service 

Department of Commerce 

National Oceanic and Atmosplieric 

Administration 
Office of the Secretan' 

Department of Defense 
Defense Logistics Agency 
Office of Public Affairs ' 
U.S. Army Corps of Engineers 

Department of Educahon 

Goals 2000: Educate America Act 

impact Aid 

Office for Civil Rights 

Student Financial Assistance Program 

Depari ment of Energy 
Energ)' Resources 
Environmental Qualirv' 
National Security 

Department of Housing and Urban 
Development 
Fair Housing and Equal Opportunit\ 
Public and Indian Housing 

Department of fhe Int-erior 

Office of Surface Mining Reclamation and 

[uiforcement 
U.S. Geological Survey 

Department oh JusncE 

I'reedom of Information Act 
Immigration and Naturalization Service 

Di-partmeni of Labor 
Bureau ot Libor Statistics 
Employment Standards Administration, 

Wage and Hour Division 
Mine Safet)* and Hcahh Administration 
Occupational Safety and FIcalth 
Adniinistrarion 

Department of S ta th 
Bureau of Administration 
Freedom of Information Act 



Department of TRANSPORrAnoN 
Federal Aviation Administration 
Federal Railroad Administration 
National Highway Fraffic Safet)' 
Administration 

Department of the Treasury 
Bureau of Engraving and Printing 
Bureau of the Public Debt 
Internal Revenue Ser\'ice 
U.S. Mint 

Consumer Product Safffy Commission 

Environmental Protection Agency 

EPA Chemical Emergenc)' Preparedness and 

Pollution Prevention and Foxics 
Responses to Inquiries 
Solid Waste and Emergency Response 

Equal Employment Opportuni fy Commission 

Federal Communications Commission 
Private Lmd Mobile Radio Ser\'ices 

Federal Emergenc:y Managemen t Agency 

General Services Administration 
C>onsumer Information Center 

Interstate Commerce Commission 

Jaj>an-United States Friendship Commission 

Naoonal Archives and Records 
Administraiion 

Nation iL Commission on Librarif^s and 

iNFOrJVlATION 

Nauonai Endowment for ihe Humanities 

National Labor Reunions Board 

National Mt DiAriON Board 

Office oh Personnel Managumf.n r 

Federal F'ni ploy men t Information Program 

Pension Benehu Guaranty Corporation 
Uni I'FD S I'A rF:s Postal Service 
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CUSTOMER GROUP: 

Law Enforcement 




REVIEW 



Protecting the public is one of the 
most fundamental and important 
jobs of government. Many federal 
agencies directly enforce laws, but 
they also help state and local law enforce- 
ment agencies in their efforts. State and local 
law enforcement agencies are the front line 
for combating crime on the street. These 
law enforcement agencies, in turn, arc the 
customers for many federal law enforcement 
organizations. 

Consider, for example, the Community 
Relations Service of the Department of 
Justice, which helps communities reduce 
ethnic tension and prevent racial conflict. 
When Senior Conciliation Specialist 
Vermont McKinney saw the videotape of 
the Rodney King beating, he called the l.(\s 
Angeles Police Department and communit)' 
leaders and offered his help. 

McKinney spent the next few weeks 
opening the lines of communication among 
the key pla\'ers. He and Regional Director 
Julian Kingman later convened a three-day 
summit with 40 community leaders and 40 
law enforcement agents. Los Angeles Police 
C^hief Willie I.. Williams says that as bad as 
the riots were, they would have been a lot 
worse without Justices help. 

rhe C>ommunity Relations Service was 
especially helpful, Williams adds, in 
bringing together [)olice and local gang lend- 
ers to negotiate a truce, " i he truce and 



other efforts have reduced street-related gang 
killings and violence significantly,'' says 
Williams. "At the time, clearly this was not a 
very popular event among police ofFicers. 
. . . We couldn t have done it without the 
Justice Department. . . . There are still a lot 
of problems with gangs in Los Angeles, but 
we Ve cut down on the violence, and now we 
can work on other issues.*' 

Davis L. Rodgers, Sr., President of the 
"^uts Branch of the NAACP, notes that 
Justice did a good job at working at the 
grass-roots community level. "They were 
continually asking if we thought there was 
going to be more trouble and asked what 
could be done to prevent it," he says. "They 
listened to everything we had to say." 

In the words of Eleanor R. Montano, 
President of Mothers and Men Against 
Ciangs, who has been working for decades to 
prevent violence: "Sometimes you just need 
an outside parr\^ to help. Someone who is 
seen as objective, that people will listen to." 

State and Local Support 

Many other Department of Justice agen- 
cies also have customers at the state and local 
level. Justice manages about $1 billion in an- 
nual funding that goes to state and local or- 
ganizations. Under the provisions of the 
recently enacted crime bill, Cx>ngrcss autho- 
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rized over S30 billion for law enforcement 
efforts mostly at the state and local le\el. 
The money is to be paid from a special fund 
in Fiscal years 1995 through 2000. 

Justice also provides assistance in day-to- 
day police work. For example, the Federal 
Bureau of Investigations National Crime 
Information Center, a computerized infor- 
mation system that has data on wanted per- 
sons and stolen property', provides 
information for more than 74,000 federal, 
state, and local police ofTicers in all 50 states. 
The FBI also analras fingerprints. Police 
departments nationwide depend on these 
services; each day the FBI receives 100,000 
electronic requests for information, 35,000 
fingerprint card requests, and 14,000 
written updates to criminal histor\' files. 

In focus groups conducted by Justice, 
state and local law enforcement officials 
asked for better coordination and fiister 
response to requests for information on sus- 
pects. Right now, the FBI cant respond to 
requests as fast as its customers want. But 
the bureau is telling customers what they 
can expect. Current response time for name 
searches against criminal histories is five sec- 
onds. Fingerprint identification takes about 
21 days. A new FBI rapid response system, 
which is scheduled to be on-line by early 
1997, will receive and process electronic fin- 
gerprint images, criminal histories, and 
related data within the response times local 



agencies need. The FBI also inten'iewed 485 
criminal justice administrators and sent 
questionnaires to 2,670 criminal justice 
agencies nationwide to get feedback on how 
to improve its database system; it plans to 
have improvements in place by 1996. 

The Bureau of Alcohol, Tobacco and 
Firearms runs the National Tracing Center, 
which tracks information about firearms 
used in crimes. The center handled more 
than 50,000 requests in fiscal year 1993 and 
expects over 70,000 for fiscal year 1994. 
The center helps law enforcement agencies 
bv developing leads on suspicious characters 
who may be involved in firearms trafficking. 
The center is researching new computer 
software that will provide information more 
quickly. The bureaus customer ser\'ice stan- 
dards call for completing urgent firearms 
traces within 24 hours and routine traces 
within four weeks. 



Direct Enforcement 

Besides supporting state and local author- 
ities, federal agencies directly enforce a wide 
range of statutes. The FBI combats 
organized crime, narcotics, terrorism, white- 
collar crime, foreign counterintelligence, 
and violent crime. The Drug Enforcement 
Administration handles international and 
major narcotics cases. Other agencies have 



Highlights from Customer Service Standards: 
FBI'S NATIONAL CRIME INFORMATION CENTER 

FBI expects to provide better service in 1996 when its new NCIC system is available. 
Current and future customer service standards for NCIC are: 

• Customers will be able to access the system 24 hours a day, 7 days a week (currently 
available). 

• The system will process NCIC inquiries in one second or less. Current NCIC processing 
is two seconds. 

• Users will be able to conduct on-line queries for information that is now available only 
through special computer programming. 

• Users will be able to receive photograph and fingerprint images on-line in police cruisers 
(currently not available). 
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law enforcement components — for exam- 
ple, the Internal Revenue Service for tax eva- 
sion, the Customs Service for smuggling, the 
Secret Ser\'ice for counterfeiting, the Bureau 
of Alcohol, Tobacco and Firearms for guns, 
and the Department of Health and Human 
Services for Medicare fraud. In addition, the 
Justice Department has an extensive 
network of prosecuting attorneys in 
Washington, D.C., and throughout the 
country with a U.S. Attorney in every judi- 
cial district. And justice manages federal 
prisons throughout the nation. 

Customer service is a complicated 
concept for these direct law enforcement ac- 
tivites. Federal law enforcement agencies 
bring criminals to justice, save the taxpayers 
billions of dollars, and work to prevent 
crime. In these roles, they see the general 
public as their primary customer. The con- 
tributions they make are clear. Health care 
fraud, for example, is costing taxpayers 
about $10 billion a year, according to the 
1992 U.S. General Accounting Office study 
Health Insurance: Vulnerable Payers Lose 
Billions to Fraud and Abuse {HkDmSG). 
Not only are unscrupulous people charging 
bogus fees, they are using substandard med- 
ical equipment in delicate medical 
procedures. The justice Department and the 



Inspector General of Health and Human 
Services are aggressively pursuing these cases. 
In one case, a well-known laboratory 
purposely induced doctors to order unneces- 
sary lab work. The company president was 
convicted of fraud, and the company paid 
the government $110 million for restitution. 

But the job is more than siniply chasing 
crooks. Justice has received feedback on the 
need for more assistance for victims and wit- 
nesses. Obviously, the victims are a special 
subset of the general public that these orga- 
nizations exist to serve. Witnesses are essen- 
tial to bring criminals to justice. Both 
victims and witnesses are customers — and 
they have a right to protection and other 
assistance. 

The U.S. Marshals Service runs the 
Federal Witness Security Program, which 
protects witnesses before, during, and after 
trials. In very serious cases, a witness and his 
or her family can be given a new identity, 
home, and job> but this kind of dramatic ac- 
tion is rare. 

The U.S. Attorneys throughout the 
nation have established a Victim-Witness 
Assistance Program. Justice has published an 
extensive handbook to educate victims and 
witnesses, and each U.S. Attorrxey has a 
Victim- Witness Coordinator who answers 



Highlights from Customer Service Standards: 
U.S. ATTORNEYS' OFFICES 

If you are a victim or a witness — 

• To the extent possible, a separate waiting area will be provided for you separate from the 
offender and defense witnesses during court proceedings. 

• Emotional support and assistance will be provided to you during court appearances. 

• Upon your request, you will be assisted in talking with your employer if your 
cooperation in the investigation or prosecution of the crime causes you to be absent 
from work; likewise, if the crime prohibits your ability to make timely payments to credi- 
tors, assistance will be provided to you in dealing with those creditors. 

• You will routinely be provided with information or assistance concerning transportation^ 
parking, lodging, translator, and related services. 

• When needed, you will be provided referrals to existing agencies for shelter, counseling, 
compensation, and other types of assistance^ 
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Putting Customers First 



questions, provides emotional support, sees 
to special needs> and advises of changes in 
offender status. The Justice Department is 
currently reviewing customer service 
standards in this area and expects to have 
them published by December 1994. 



Applying customer service principles to 
its direct enforcement work is the challenge 
that faces Justice and agencies like it. For her 
part, Attorney General Janet Reno has com- 
mitted to expanding law enforcement 
customer service standards in investigations 
as well as in other areas over the next year. 



Your Standards 

These agencies and offices are publishing customer service standards for law enforce- 
ment. The standards appear in the "Law Enforcement'' section of Appendix B. 



Department of Justice 

Community Relations Sen'ice 
Federal Bureau of Investigation 
U.S. Attornevs' Offices 



Department of the Treasury 

Bureau of Alcohol, Tobacco and Firearms 
Federal Law Enforcement Training Center 
U.S. Secrer Sers'ice 
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REVIEW 



The Snake River flows through a 
broad lava plain in a sinuous 
canyon, 200 feet deep. The 
surrounding lands have expansive 
panoramas typical of the basin and range 
province of southeastern Idaho. The 
landscape at the American Falls Reservoir is 
dominated by water and sky, and most views 
extend for miles in all directions. The 
bottomlands at the northeast end ot the 
reservoir are covered with a rich mosaic of 
wetland grasses, shrubs, and trees, where 
masses of waterfowl and shorebirds can be 
seen at certain times ot the year. 

But the demands of man and his 
machines are eroding this idyllic tableau. 
Areas of disturbance are visible at several lo- 
cations around the reserv^oir. Uncontrolled 
access by off-road recreational vehicles has 
caused random and pervasive scarring of the 
ground cover. Some upland areas have been 
disturbed, and invasi\'e weeds have replaced 
native vegetation. 

About half of the reser\'oir shoreline is 
within the Fort Hall Indian Reservation of 
the Shoshone-Bannock Tribes. The area 
contains traditional tribal cultural sites and 
other archaeological and historic sites, some 
dating back as far as 10,000 years. These 
sites are also being damaged by ofl--road 
vehicles. 

The Interior Departments Bureau of 
Reclamation, which built American Falls 
Dam in 1927, recognized the need to 



develop a resource management plan for 
American Falls that protected the environ- 
ment from further damage but took into ac- 
count the interests of the disparate groups of 
people who use the land. Bureau oflPicials 
called together a focus group of 
representatives from farms, irrigation 
districts, environmental groups, state and 
local governments, Shoshone-Bannock 
tribes, state universities, and private organi- 
zations. In September 1994, this group will 
present its plan for using the dam in a 
responsible manner. 

Resolving conflicts, reconciling compet- 
ing interests, and making the most of finite 
resources — these are the guiding words of 
the new Bureau of Reclamation, an organi- 
zation that is reinventing itself in the face of 
rapid change. The American Falls example 
illustrates the bureaus shift from the role of 
dam-builder to that of resource manager. 

Reclamation has a big job to do; it is the 
largest wholesale supplier of water in the 1 7 
western states, delivering 10 trillion gallons 
of water annually for agricultural, municipal, 
industrial, and domestic uses. Reclamation is 
the nations sixth largest electric utility with 
52 power plants in operation. In addition, 
its multi-purpose projects control floods, 
promote recreational use, and protect fish 
and wildlife. 

After consulting with front-line 
employees and customers, the bureau has 
developed a set of guiding principles that re- 
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fleet its new mission. 1 hese principles, in 
turn, will lead to a published set of customer 
service standards in fiscal year 1 995. 

Stewardship of Natural 
Resources 

Besides the Bureau of Reclamation, other 
departments and agencies have major roles 
in managing and conser\'ing the nations 
lands and natural resources. Key agencies are 
the Forest Service in the Department of 
Agriculture; the Bureau of Land Manage- 
ment, the National Park Ser\'ice, the Bureau 
of Indian Affairs, and the Minerals Manage- 
ment Service, all in the Department of the 
Interior; and the Army Corps of Engineers. 

Stewardship means managing the nations 
resources to benefit the common good. In 
this context, agencies' definition of their cus- 
tomers certainly includes the people who 
visit and use the national forests, public 
lands, and water recreation areas (see section 
on "Travelers, Tourists, and Outdoor 
Enthusiasts"). Relevant customer service 
standards include clean facilities and courte- 
ous service. But the agencies also recognize 
that they must define customers in broader 
terms, to include all Americans as the 
customer-owners of the resources. I'he 



American people want more of a szy in what 
gets done with public lands and bodies of 
water. The issues are complex when all the 
customers' views are put on the table. 

The Forest Service faces the issues head- 
on. The agenc)''s basic promise is to keep the 
national forests and grasslands healthy, 
diverse, and productive for all Americans. 
This year, the Forest Service has held town 
hall meetings across the United States and 
conducted focus groups, local forest 
planning meetings, and panel discussions. It 
even created customer group networks of all 
interested parties and conducted a national 
public opinion poll. The agency is commit- 
ted to letting all its customers help build a 
better Forest Ser\'ice for the future. 

The Bureau of Land Management 
controls 270 million acres — about an 
eighth of all the land in the United States. It 
also looks after another 570 million acres of 
federal mineral resources. Most of the land 
administered by the Bureau of Land 
Management is located in the western 
United States and are dominated by 
extensive grasslands, high mountains, and 
deserts. The agency's concern for the 
environment is apparent in its mission state- 
ment: "It is the mission of the Bureau of 
L^md Management to sustain the health of 
the public lands for present and future gen- 



Highlights from Customer Service Standards: 
BUREAU OF RECLAMATION 

Reclamation has not yet completed a set of customer service standards. However, it has 
developed a set of guiding principles that will lead to published standards in fiscal year 
1995. The Bureau of Reclamation's principles of customer service are as follows: 

• We will always treat our customers with courtesy and respect. 

• We will promptly answer our customers' questions with accurate, objective information. 

• We will resolve our customers' needs through single-point contact whenever possible — 
our customers will not receive the runaround. 

• We will provide educational information to our customers about the resources we man- 
age, their use, and the laws and regulations governing their use. 

• We will use language that our customers can easily understand. 

• We will ask for and consider our customers' ideas about agency plans, programs, and 
services. 

• We will promptly respond to our customers' suggestions, concerns, and complaints. 



Customer Group: Natural Resource Mangemi nt 



Highlights from Customer Service Standards: 
BUREAU OF LAND MANAGEMENT 

BLM's complete set of standards for all its business areas is in Appendix B. Among other 
things, the agency promises always to: 

• Give you an answer within five work days if you write or call for a permit 

• Give you an answer within 30 minutes if you stop by for information or for permission to 
camp or use the trails and other facilities. 

• Tell you if we can't give you an answer right away and tell you who will respond to your 
request and when. 



erations. In carrying out our mission, our 
aim is to serve you." 

l^he bureau is fmding out what its 
customers want* setting standards of service 
delivery that meet customer needs, and 
establishing benchmarks equal to the best in 
business. It is using a variety of techniques 
to gauge customer desires: questionnaires, 
focus groups, comment cards, complaint 
systems, and suggestions from front-line 
employees. The bureaus principles of public 
service include accuracy, courtesy, 
promptness, and choice. 

Reinvention Closes a Gap 

Last year, the Bonneville Power Adminis- 
tration, the largest power distributor in the 
Northwest, looked at the future and found a 



problem. The combination of new competi- 
tors in the wholesale power market, along 
with Bonnevilles growing costs, revealed a 
half-billion dollar gap between projected 
revenues and expenses. Bonneville is 
determined not to raise rates; if it does, util- 
ity companies may stop buying electricity 
from Bonneville, and its other main 
customers, aluminum smelters (with their 
10,000 jobs), may go out of business. 

Bonneville joined forces with its 
customers and is well on the way to success. 
Together they have developed and arc 
implementing a business plan that gives cus- 
tomers new choices, like buying cheaper but 
less dependable power; encourages conserva- 
tion by charging more for increased usage; 
and streamlines the Bonneville organization 
by nearly 800 jobs. 



Your Standards 



I'hese agencies and offices arc publishing customer service standards for natural 
resource management. The standards appear in the "Natural Resource Management" sec- 
tion of Appendix B. 



Department of AciRiciiLTURK 
I'DR'st Scivicc 

DhPARrMKNi c)i Dki knsk 

U,S, Artnv Corps of luit;inccr,s 

DF.PARTMi-Nr oi Eni rc;y 
I'liicr^y RfSDiirccs 



Dkpari'MEnt of fhe Interior 
lUirciui of Indian Affairs 
Bureau of Land Managcmctii 
Bureau of Rcdatiiation 
Minerals Manai^cnicnt Scrx icc 
National Tark Scrs icc 
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REVIEW 



David Emmits students have a 
.new tool for studying the earth. 
In facr, they helped develop a 
sophisticated computer system 
that allows researchers to get images of the 
earth via the information superhighway. 
Years of data arc available from several satel- 
lites, and the system can even generate com- 
posite images. Researchers who want a 
specific image can mark it on the computer 
for order. These on-line data are a powerful 
tool in earth science research — and in edu- 
cation> Emmit notes: "Students sign on to 
Internet and get the same information that 
scientists are using." 

Emmit is a research professor in the 
Department of Environmental Sciences at 
tlie Universit)' of Virginia. He is also a busi- 
nessman — a senior scientist at Simpson- 
Wether Associates in Charlottesville, 
Virginia. Michael Keeler teaches earth 
sciences at Gonzaga College High School in 
Washington, D.C. They both ser\'e as 
customer advisers for the National 
Aeronautics and Space Administration s 
project to develop an information system 
that will make earth science data widely 
available. The goal is one-stop shopping for 
cartl science information for anyone in the 
world. Says Keeler, "The people who 
manage the databases have been incredibly 
responsive to what we need and what our 
students need,'' 



Today, NASA system designers are totally 
committed to consulting users, "^^^c Vf actu- 
ally had users slog through the design 
process with early mock-up screens," suys 
Gail McConnehy, senior earth scientist at 
NASA. "The rule was always ask the users 
first how it looks, feels, and works. It s grati- 
fying to see that our process is working; a lot 
of users seem comfortable with it and have 
responded very positively." 

NASA has a presence in every state 
through the NASA Teacher Research Center 
Network, which is designed to help science 
teachers. NASA Television oflFers a front-row 
seat for launches and missions, informa- 
tional and educational programming, histor- 
ical documentaries, and updates on the latest 
developments. The NASA Education 
Satellite Videoconference Series provides ed- 
ucational programs and allows interaction 
with astronauts and scientists. NASA 
Spacelink electronically sends educational 
material, NASA news, reference data on 
aeronautics and space exploration, and 
announcements on activities and programs 
available at NASA field centers. 



U.S. R&D — 

The Best, Bar None 

The federal budget for research and dcN el 
opment was over $70 billion for FY ] 994. 
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Highlights from Customer Service Standards: 
NASA'S EARTH OBSERVING SYSTEM 

The Earth Observing System Distributed Information System will collect, process, vali^ 
date, and make available data on upper atmospheric chemistry and dynamics, ccean cir- 
culation and productivity, ozone change, land surface characteristics, sea ice dynamics, 
and polar ice sheet mapping. Customer service standards are: 

• In July, 1 994, the prototype of the EOSDIS, Version 0, became available with some oper- 
ational elements. 

• When fully operational, EOSDIS will fill 95 percent of user requests to the system within 
72 hours. 

• Provide for continuous production of geophysical and biophysical data products flowine 
from EOS by the year 2004. 



Over $1 1 billion was earmarked for 
supporting university researchers. (Civilian 
research efforts totaled about S30 billion, 
with the balance for defense research. 
Research is funded in diverse areas: promis- 
ing new energy sources, environmental 
cleanup, housing technology, weather, space, 
medicine, mental health, transportation, in- 
formation technology, and military needs. In 
fields such as high-energ)' physics, biomed- 
ical science, and aeronautics, the national 
laboratories provide facilities for researchers 
from universities, industry, and government. 

I he National Science Foundation, a 
major source of funding for university and 
nonprofit research activities, supports educa- 
tion and development of human resources 
in science, mathematics> and engineering, it 
initiates and supports fundamental, long- 
term, merit-selected research through grants, 
contracts, and other agreements awarded to 
universities, university consortia, and other 
research organizations. The agencvs 
customer service standards focus on the 
research funding process and involve 
commitments to clarity, fairness, timing and 
openness. 

The Department of Energy manages the 
system of national laboratories, sites of some 
ol the most sophisticated research and devel- 
opment capabilities in the world. The labs 
conduct a world-class program in basic and 



applied science that supports energy, 
environmental, national security^ atid 
industrial competitive missions. Recent 
breakthroughs from the laboratories include 
the world s record in photovoltaic energ)' 
conversion efficiency at the National 
Renewable Hnergy Laboratory, the worlds 
record for fusion power levels produced at 
the Princeton Plasma Physics Laboratory, 
and the world s most powerful "soft" x-ravs 
at the Lawrence Berkel<^Laboratory hi the 
past few years, the national labs turned up 
the heat on transferring their technolog)' to 
the private sector. The result is a big increase 
in joint projects with the private sector. 

I he Department of EHucation serve:, the 
academic community in a variety of ways. 
The department worked with state 
governors and lawmakers, school admitiis- 
trators, teachers, and parents to develop anH 
enact the Coals 2000: Hduaue Arvcriuf Act. 
Cioals 2000 sets challenging standards of 
academic and occupational achievement 
that will benefit the departments ultimate 
customer, learners of all ages. (Examples of 
l^ducations customer service standards 
appear in the section on "States, Localities, 
and Other Partners.") 

The Federal Information Exchange, or 
hLDIX — a customer service funded by 
user agencies such as Hnerg)', Defense, 
Agriculture, Mousing and Urban 
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Highlights from Customer Service Standards: 
NATIONAL SCIENCE FOUNDATION 

Some of the NSF standards being published for customers seeking research funding are: 

• Disseminate timely information about programs. 

• State clear guidelines for proposals, criteria, and selection. 

• Conduct fair reviews of proposals, including reconsideration, if requested. 

• inform applicants of decisions within six months of the NSF's receipt of the proposal. 

• Provide information that explains the final funding decision for the proposal. 



FedWorld, an on-line information network established by the National Technical 
Information Service, offers a user-friendly, central resource for government information in 
electronic formats. FedWorld provides dial-up and internet access and serves as a gateway 
to 130 other government systems, provides on-line order taking using major credit cards, 
and provides for subscription services. FedWorld has established the following customer 
service standards: 

• Access to FedWorld will continue to be provided at no charge. 

• Downloadable products ordered by credit card will be delivered within 30 seconds. 

• Calls to the Help Desk will be answered by a person, not a recording, 24 hours a day. 

• Information will continue to be made accessible in whatever electronic formats meet 
our customers' needs. 

NATIONAL ARCHIVES AND RECORDS ADMINISTRATION 

The National Archives and Records Administration keeps the historically valuable 
records of the U.S. Government, dating from the Revolutionary War era to the recent past. 
Most records of nationwide significance are kept in Washington, D.C., but holdings of re- 
gional and local interest are maintained in 12 regional centers. Some of the National 
Archives customer service standards are: 

• If you write to us about our holdings, you will receive a response within 1 0 work days. 

• If you visit our Exhibition Hall in Washington, D.C., you will find us open to serve you 
with knowledgeable staff or volunteers 364 days per year (closed only on December 25). 

• If you visit one of our Presidential Library Museums, you will find us open 362 days 
(closed only on Thanksgiving Day, December 25, and January 1). 

• If you need information about the National Archives, you can obtain timely and up-to- 
date information through Internet and other on-line services, our fax-on-demand service, 
through printed publications, or by contacting one of our offices. 



NATIONAL TECHNICAL INFORMATION SERVICE 





Putting Customers First 



Development, NASA, the Federal Aviation 
Administration and the Agency for 
International Development — delivers on- 
line information on research and educa- 
tional opportunities, program contacts, 
scholarships, research equipment, and 
minorit)' opportunities. An electronic mail 
feature lets users go direcdy to systems oper- 
ators with ideas and questions. FEDIX is 
free and easy to use. 

The federal government also has a major 
responsibility to share research and other 
records held in trust for the nation. Across 
the board, agencies are using information 
technology to make records and data more 
accessible. Libraries and research centers, like 
the Library of Congress and the Library of 
Medicine, also continue to serve their 



customers with more traditional formats. 

The National Archives and Records 
Administration serves over 2 million 
customers looking for historical information 
each year. Its standards reflect the variety of 
ways that customers contact them. One of 
Archives* customer service stars is the 30- 
person Federal Research Center in Walthani, 
Massachusetts. The center surveyed its cus- 
tomers, hosted open houses to get to know 
them, and redesigned its systems to please 
them — and its working. As one customer 
wrote: "I never receive anything but 
outstanding service. Paul, Bob — all have 
been great, Marvin goes out of his way to 
accommodate our crazy demands. Thank 
you all." 



Your Standards 




These agencies and offices are publishing 


customer service standards for researchers. The 


standards appear in the "Research and Acad 


emic Communit}" section of Appendix B. 


Department of AGRicui;ruRt 


Department of Energy 


Economic Agencies 


I ndustrial (Competitiveness 


Department of Commerce 


Science and Technolog)' 


Bureau of Hconomic Analysis 


Department of Housing and Urban 


Bureau of the Census 


DEVELOPMEN'r 


Economics and Statistics Administration 


Policy Development and Research 


National Institute of Standards and 

I'echnology 
National Oceanic and Atmospheric 

Administration 
National Technical Information 


DEPARTMEN'r OF IHE INTERIOR 
Bureau of Mines 
^jatio^aI Biological Sumy 
U.S. (Geological Sur\'ey 


Ser\'icc 


National Aeronautics and Space 


Patent and Trademark Office 


Administration 


Department of Education 

Goals 2000: Educate America Act 


Education and Materials Services 
Mission to Planet Earth 


Impact Aid 


Nationai. Archa'es and Records 


Office for Cw'W Rights 


Administration 


Student Einancial Assistance Program 


Nahonai. Science Foundation 
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CUSTOMER GROUP: 

States, Localities, 
AND Other Partners 




Improving our service to state and local gov- 
ernment offices is good for us, good for you, and 
good for the public we both serve. 

— Secretar}' of Health and Human 
Services Donna Shalala 

John Diyer of Boeing, charged with 
helping 19,000 laid-ofif workers find 
new jobs, was apprehensive about 
working with the Employment and 
Training Administration of the 
Department of Labor in Seattle, 
Washington. He expected 'a lot of bureau- 
cratic paperwork and red tape." But his 
experience turned out to be quite different. 
"From our first meeting with Region Ten, it 
was clear that things had changed," he said. 
"They demonstrated their first priorit)' was 
customer service. . . . Its just been fantastic 
to see the partnership that has been 
established between the union, the 
company, the state government, the federal 
government.'' 

Partnership? Partners as customers? These 
arc new and difficult ideas in the federal gov- 
ernment, but they are central to the 
customer service revolution. In areas as 
diverse as iMedicaid and highways, the 
federal government provides dollars — an 
estimated $217 billion in grants to states 
and localities in the last 12 months. 
However, it is non-federal and even non- 



governmental organizations that actually de- 
liver these services to the millions of individ- 
uals and families who benefit. In other cases, 
as with Boeings dislocated workers, there are 
multiple sources of funding and resources 
for related services. 

The numbers of people receiving benefits 
through such partnerships are enormous. 
Last year: 

• 34 million people received Medicaid 
benefits. 

• 27 million people received food 
stamps. 

• 25 million children were fed school 
lunches. 

• 14 million children and families 
received financial assistance. 

• 1 1 million students got college loans or 
grants. 

• 8 million workers received unemploy- 
ment benefits. 

• 7.5 million elderly were given support 
through such programs as Meals on 
Wheels. 

• 6 million children were fed school 
breakfasts. 

The customer-driven approach to such 
programs paid off in Seattle. The partners 
are delighted. They have worked together, 
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Highlights from Customer Service Standards: 
DEPARTMENT OF HEALTH AND HUMAN SERVICES 

To signal the new approach of the Department of Health and Human Services, 
Secretary Donna Shalala is sending a letter to governors, mayors, county commissioners, 
and other local government officials that sets the following standards. The department 
promises to: 

• Give you prompt service and accurate infomiation. 

• Consult with you early on the formulation of new policies and regulations that will 
affect your operations and customers. 

• Avoid the imposition of new unfunded mandates. 

• Review state requests for Medicaid and Aid to Families with Dependent Children 
waivers in less than 1 20 days where possible. 



broken down barriers, solved problems, and 
established a pair of one-stop reemployment 
service centers. The affected workers are 
even more pleased. Karen Ayers, who had 
been laid off ?fter 13 years with Boeing, 
likened the services offered at the one-stop 
centers to a shopping mall for unemploy- 
ment services: "It took the pain out of being 
unemployed.'' 

While progress is real in Seattlo, most of 
the time state, local, and tribal governments 
and other nongovernmental entities don t 
feel much like partners of the federal govern- 
ment, much less CL":toniers. As one state of- 
ficial observed, the intergovernmental 
system for delivering services has ''broken 
down in a tangle of good intentions. . . . [It] 
stifles initiative and squanders resources 
without achieving sufficient results." The 
National Performance Review concluded, 
"The failure to see the intergovernmental 
system from the perspective of the citizen- 
customer . . . perpetuates inefficiency and 
wastes time, effort, and money.'' 

Things Are Starting To 
Change 

Federal agencies are starting to rethink 
their relationships with their partners. They 
are starting to listen to them. They are start- 



ing to work together to set standards for 
their mutual customers. And they are start- 
ing to cut through the red tape that can be 
so frustrating and costly to their partners. 

The Department of Health and Human 
Services relies on its partners — state, local, 
and tribal governments, a range of grantees 
and contractors, and many others — to de- 
liver services as diverse as Head Start and 
Medicaid. Alan Rivlin, a member of the de- 
partments customer service team, describes 
its approach to reinventing its relationship 
with its partners: "First, we improve service 
to our partners — listening to their views, 
giving them timely accurate information, 
and so on. Second, we work with our 
partners to get input from the ultimate cus- 
tomers we serve joindy, so that together we 
can deliver the quality service they deserve." 

The same approach can work for other 
agencies. The Employment Training 
Administration is building on its experience 
in Seattle and elsewhere. It is developing 
customer service plans and standards for dis- 
located workers with its state and local part- 
ners in 100 "pioneer sites." 

l^he Department of Education sees state 
and local government, educational 
institutions, teachers, parents, and businesses 
as its partners in a common mission: ensur- 
ing excellence in and access to education for 
their customers — learners of all ages. The 
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department is listening to its partners. Two 
messages come through loud and clear: 
reduce overly burdensome paperwork and 
give partners more timely responses. Change 
is coming: States can use a t\vo-page applica- 
tion for funding under the new Goals 2000: 
Educate America Act, and they can expect 
written responses within 15 days of 
applying. 

The Department of Housing and Urban 
Development also works primarily through 
partners — in its case, states, local 
governments, public housing authorities, 
and nonprofit organizations. The Office of 
Community Planning and Development 
looks to its front-line employees to work 
with communities to prepare communit)' 
development plans. The office encourages 
giving local partners all possible flexibility. It 
also set a standard for timeliness that should 
please its partners who submit plans for ap- 
proval: "The plan will be deemed approved 
60 days after the department receives the 
plan, unless before that date, the department 
has notified the jurisdiction otherwise." 

The Environmental Protection Agency is 
working with one of its partners, the State of 
Massachusetts, to combine three different 
federally mandated inspections into one. 
Instead of three inspectors and three inspec- 
tions — one each for air, water and waste — 
the new flexible plan lets Massachusetts use 
a single inspector. This saves time, paper- 
work, and money for the state and reduces 
aggravation for the site owners. 

Although these individual agencies are 
making important efforts, partners and their 
customers often dont deal just with a single 
federal agency or program. Taking the 
perspective of the customer in these cases 
means involving several agencies to simplify 
the way the customer interacts with the fed- 
eral government overall. 

Reducing Red Tai^e 

( Aitting across bureaucratic lines to slash 
red tape and get the job done is hard work. 
Nevertheless, this must happen to make cus- 
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tomer service a reality. There are some 
promising starts. 

As in most big cities, many people in 
Atlanta, Georgia, are eligible for several ben- 
efits, such as Medicaid, food stamps, and 
housing. To apply for the various benefits, 
they had to travel around the c\\y from one 
agency to another, wait in long lines, and 
puzzle through a different application form 
for each program. 

But now, Atlanta's Common Access 
Project team has created a single, all-purpose 
application covering six programs. The 
team, composed of federal and state people 
from these programs, reduced 64 pages of 
forms to eight; they're working to get it even 
shorter. They trained counselors to help 
people fill out the forms. The counselors 
even go out to the neighborhoods so that 
people can apply right in their homes. The 
Common Access Project is just starting, but 
customers have already been surprised and 
pleased to learn they only need to fill out a 
single form to apply for several programs. 

In South Dakota, an intergovernmental 
panel is working with the Ogalala Sioux 
Tribe to try to reinvent service delivery. The 
Bureau of Indian Affairs has asked all federal 
agencies to explore one-stop shopping for 
the tribal governments that deal with them. 
Although it is still early, the idea of one-stop 
shopping could lead to a single application 
and funding package for more than 28 fed- 
eral programs that provide services to 2 mil- 
lion American Indian people through their 
tribal governments. 

Congress is also beginning to recognize 
the need to reduce the burden that separate 
federal funding streams, with their separate 
reporting and administrative requirements, 
can impose on states, local, and tribal 
governments. The School to Work 
Opportunities Act \s an innovative effort to 
work with states to give kids the skills they 
need to go on in school, get jobs, and start 
careers. The act lets states combine funds 
from several federal programs in the 
Departments of Kducation and Labor under 
some conditions. It also lets the secretaries of 
those departments waive certain statutory 
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and regulatory requirements to achieve the 
purposes of the act. 

Forming New Partnerships 

Some states are taking the initiative to 
make the state/ federal relationship work bet- 
ter. Indiana and West Virginia have made 
plans to consolidate services to children and 
families. Indiana wants, for example, to co- 
ordinate nearly 200 federal programs in six 
different federal departments. Both states 
have sought and obtained endorsement 
from President Clinton for their plans. 

In Oregon, state, county, and local 
governments have been working as partners 
for several years to agree on and work to 
achieve such urgent statewide goals as child 
immunization, educational achievement, 
and teenage pregnancy prevention. Now, 
Oregon has asked federal agencies to be 
partners to achieve these goals. State, local, 
and federal officials are looking for ways to 
cut through unnecessary red tape, use exist- 
ing resources more effectively, and improve 
the performance of programs aimed at 
achievin& these results. 

The^ cases are only examples. However, 
they are examples to build on, and as they 
succeed, extend to other partners. The key 
to their success will lie in keeping the focus 



on the ultimate customers. President 
Clinton said as much when he endorsed the 
Indiana and West Virginia plans: "Govern- 
ments don t raise children; families do.'' 

Working with Communities 
TO Solve Problems 

Sometimes it is the need to face a 
common problem that links the federal gov- 
ernment with its partners. 

The Conflict Prevention and Resolution 
Program of the Department of Justice helps 
communities prevent and deal with racial, 
ethnic and other tension, such as possible 
conflict associated with the influx of immi- 
grants or ethnic or racial tensions in schools. 
Time is of the essence when tension is 
mounting or a community is already dealing 
with a crisis. The program has set standards 
that promise communities on-site services in 
major racial or ethnic crises within 24 hours 
of notification, and at least a contact within 
three days in non-crisis situations. (The sec- 
tion on *Taw Enforcement" describes this 
program more fully.) 

Similarly, the Department of Defense is 
working with communities affected by 
Defense downsizing. Military bases drive the 
economy of nearby communities; they are 
often the biggest employers in the entire 



Highlights from Customer Service Standards 
DEPARTMENT OF DEFENSE 

The Department of Defense has set standards that communities whose bases are closed 
can count on. For example: 

• An expert from the Office of Economic Adjustment will contact your community within 
24 hours of the community's request for help. 

• If your community needs a planning grant, OEA will help them fill out the application 
artd then get them an answer within seven days. 

• Your correspondence is answered within two weeks, and all Base Closure Status Report 
issues get resolved within one month. 

Defense is continuing to refine its standards and to cover additional areas, including prop- 
erly transfer and environmental cleanup. It will gather information from all available sources 
to design a customer-driven system that produces the fastest, fullest recovery possible. 
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state. When a base closes, the local commu- 
nity needs economic recovery fast. Planned 
base closings could affect as many as 70 mil- 
lion Americans in communities across the 
countr)'. The President and the Defense 
Department have made economic recover}' a 
top priority. Their plan for revitalizing base 



closure communities consists of five parts: 
job-centered propert)' disposal, easy access to 
transition and redevelopment help, fast- 
track environmental cleanup, transition co- 
ordinators to cut red tape, and larger 
economic development planning grants. 



Your Standards 

These agencies and offices are publishing customer service standards for 
intergovernmental and other partners. The standards appear in the "States, Localities, 
and Other Partners ' section of Appendix B. 



Department of Defense 

Economic Adjustment Assistance 

Economic Security 

U.S. Army Corps oF F.ngineers 

Department of Energy 
Energ)* Resources 

Department of Health and Human 
Services 

Health Care Financing Administration 

Department of Housing and Urban 
Development 
C]ommunit\' Planning and Development 
Fair Housing and Kqual Opporiunit)' 
Office of Housing/Federal Housing Authorit)- 

Department of the Ini erior 

Bureau of Indian Aflairs 

Office of 1 erritorial and Iniernaiional Affiiirs 



Department of Labor 

Employment and Training Administration 
Mine Safet\' and Health Administration 

Department of Transportation 
National Highway Traffiic and Safet\' 
Administration 

Agency for International Development 

Environmental Protechon Agency 

EPA Chemical Emergenc}- Preparedness and 

Pollution Prevention and Toxics 
Solid Waste and Emergency Response 
Water Grants Management (States and 

Tribes) 
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CUSTOMER GROUP: 

Travelers, Tourists, 
AND Outdoor 
Enthusiasts 



NATIONAL 




REVIEW 



Sometimes having a customer's 
perspective requires that you literally 
take his or her point of view. Thats 
what happened when the National 
Park Service surxTved the customers who 
take tours of the White House. They found 
that the signs were a real problem. One third 
of the visitors were children, many of whom 
couldiu see the exhibit signs. And adults 
couldn't figure out where to go to get tickets 
or gain entrance. As a result, the Park vService 
and die Executive Office of the President 
lowered some exhibit signs to a child's eye 
level and posted a map and directions near 
the White House gates. 

The White House tour is one of the best- 
known services that the federal government 
offers, but it is only one of the thousands of 
services that are used evcr\' da\' by 
Americans on the move — millions ot trav- 
elers, tourists, campers, boaters and others. 
Visitors go to National Parks 273 million 
times a year, iwenty-six million hunters, 
hikers, and other outdoor people use Forest 
Service land every year. Americans take 45 
million trips abroad annually, and the vState 
Department issues more than 4 million pass- 
ports a vear. Kighty-t\vo thousand boaters 
use the ('oast Cluard's search and rescue ser- 
vices annually — a small but grateful 
percentage of the million people who 
benefit in other, less direct ways from the 
Cx)ast (iuards services. 



Tourists and 
Outdoor Enthusiasts 

The federal governnient manages millions 
of acres of land, thousands of forests and 
lakes, and a vast network of traveling 
exhibits, museums and historic sites. Just 
think of Clrand Canyon National Park. The 
Washington Monument. Mesa Verde. The 
Outer Banks. Lincoln's home. Muir Woods. 
Yellowstone. Across the country, vacationers 
and weekenders, hikers and campers enjoy 
the beauty and history of our nation. 

1'he National Park Service has a long tra- 
dition of hosting visitors at such sites. Trails, 
visitor centers, educational progranis, and 
guides have made many a vacation and 
weekend enjoyable and memorable. Now 
the Park Service is going further — talking 
to its customers, setting standards, and 
improving service. 

The Park Service is proving the wisdom 
that only the custonier knows what the cus- 
tomer wants. "After 20,000 interviews. 1 am 
convinced there is no way to know what 
park visitors want except to ask them." says 
C^u-y Machlis, who is expanding the visitor 
survey program begun in 1988. 

As a result of what its customei s have 
said, the Park Service is offering special pro- 
grams for children in many parks, h also 
changed the planned location of an informa- 
tion center in CIrand Teton National Park. 
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And it is working to make sure that every 
visitor who wants one gets a brochure. 

One of the biggest surprises the Park 
Service got was froni surveying visitors at 
Death Valley. It fbund that 75 percent of all 
visitors are Foreign — priniarily Germans, 
French, and Italians. The Park Service 
quickly translated the posted directions for 
emergency car breakdowns — potentially 
saving lives as well as sending customers. 

Fhe Death Valley survey results underline 
an additional reason for federal facilities to 
be customer-driven. Parks and other sites are 
significant tourist attractions with clear ben- 
efits to local hotels, motels> restaurants, and 
other businesses. They also draw foreign vis- 
itors and revenues to the United States. 

Other federal agencies are surveying their 
customers and setting sen^ice standards. The 
Forest Service nianages 191 million acres of 
national forests and grasslands on behalf of 



the American people. In the past year, the 
Forest Service has conducted a national pub- 
lic opinion poll and held town hall 
meetings, focus groups, and local forest 
planning meetings to listen to its diverse 
customers, including boaters, campers^ and 
other recreational users of 1 56 national 
forests and 19 national grasslands from 
Maine to Alaska. 

I he Forest Service is responding to what 
its customers said. It is changing the way it 
does business and setting service standards. 
For example> Americans told the Forest 
Sen'ice that they "want to be full)' informed 
and advised as owners of the public land. 
Comniunities want to participate in local 
decisions that affect their well-being." The 
Forest Service is publishing its commitment 
to open decisionmaking, involving its part- 
ners, its customers, and diverse communities 
across the nation. 



Highlights from Customer Service Standards: 
NATIONAL PARK SERVICE 

The National Park Service has developed individualized brochures for each of the 360 
areas it manages, it is also posting customer service standards in 323 visitor centers. Some 
nationwide standards are: 

• To keep the centers open during peak hours and seasons and provide alternative sources 
of information when the center is closed. 

• To maintain the facility in a clean and safe condition. 

• To provide and maintain exhibits and audiovisual programs that impart understanding 
and stimulate appreciation of the park and its significant natural, historical, cultural, and 
recreational values. 

• To display schedules of programs and activities available throughout the park. 

• To offer a wide variety of quality, park-related educational items at fair market value sold 
in well-maintained outlets. 

U^S. COAST GUARD 

The Coast Guard has set standards for the services it provides to recreational boaters. It 
will provide customers with: 

• 24 hours/day, 7 days/week search and rescue services on demand. 

• 24 hours/day, 7 days/week radionavigation service. 

• Toll-free, 24 hours/day, 7 days/week Boating Safety Hotline. 

• Boating safety classes and courtesy inspections. 
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Americans also told tlic Forest Service 
that they want customer service 'equal to 
the hest in husiness — simple rules, reason- 
able choices, flexibility, and less red tape." So 
the Forest Service is setting service standards 
for its custonicrs that respond to their 
concerns and has promised to ask its 
customers, regularly for \va)'s to improve ser- 
vices and business practices. 

l*he Coast Guard has joined in, too, 
setting standards to help keep recreational 
boaters safe along its coasts. For its part, the 
National Aeronautics and Space Adminis- 
tration is taking a second look at its 
educational exhibits and is setting standards 
that pa\' attention to the needs of people 
with a variet)' of physical and intellectual 
capabilities. 

I he U.S. Army Corps of Engineers first 
opened locks in 1 839 on American 
waterways. Since then, the Clorps has pla\vd 
a major role in the development of the 
nations water resources and infrastructure. 
Today, one out ol 10 Americans visits a 
Corps project at least once a year. A large 
part of- the C'orps' job toda\* is managing 
and maintaining those projects and keeping 
them open to boaters, fishermen, and other 
recreational users. I he Corps is stepping up 
to the customer service initiative. It is com- 
mitted to sur\'e\'ing its customers, setting 
standards, and increasing customer satisbc- 
tion. 



International Travelers 

People cross the borders of the United 
States 450 million times a year — most of 
them Americans on vacations, business- 
people, and foreign visitors. Border guards 
have to perform a balancing act: treat all 
travelers with courtes)' and respect as the)' 
enter and leave the country, but also identily 
and stop terrorists, drug smut^lers, illegal 
aliens, and illegal and dangerous 
merchandise. Not an easy trick. 

A traveler ma\' encounter several federal 
agencies at the nation's airports: 

♦ The Immigration and Naturalization 



Service ensures that only those people 
who should be in the country enter. 

♦ The U.S. CAistonis Service combats 
smuggling and ensures that 
merchandise brought into the country' 
complies with laws, 

♦ The Animal and Plant Health 
Inspection Service looks for fruit and 
vegetables that carry diseases or insects, 
like medflies, which could threaten 
Americas agriculture. 

♦ I'he Fish and Wildlife Service looks for 
wildlife that is brought into the coun- 
try illegally. 

Federal agencies are introducing new 
technolog)' and shared electronic systems to 
speed passenger processing without sacrific- 
ing enforcement. But the bottom line is still 
interactions with people. For example, 
Customs has set a standard to speed the 
clearance of international air travelers. At 
airports. Immigration and Naturalization 
Service has dedicated lines specifically to ac- 
celerate clearance of U.S. citizens into the 
country. 

I'his is great, but from a travelers point of 
view what matters is the total time spent 
waiting. It is the sum of time spent by 
(Aistoms, Immigration, and other federal 
agencies, plus the time standing at the bag- 
gage carousel waiting for their suitcases. 

Things are on the right track in Miami. 
(Aistoms and other federal agencies have 
committed to work with the Miami 
C^diamber of (Commerce, the Dade Count)' 
Aviation Division, the airlines, baggage han- 
dlers, skycaps, and food servers in a partner- 
ship to cut total passenger processing time to 
45 minutes — counting from the time the 
plane is at the gate to the time passengers 
lea\'e the C\istoms area with their luggage. 
Although times are monitored for each part 
of the process, its the total time that counts. 
The partners are working closely to iron out 
[>rohlems, and passenger clearance times 
have already improved dramatically. 

Fhe State Department a^so provides ser- 
vices to international travelers. It offers 
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Highlights from Customer Service Standards: 
DEPARTMENT OF STATE 

The Department of State issues passports for U.S. citizens and provides information and 
guidance to U.S. travelers. The State Department offers these services for international trav- 
elers: 

• You will receive timely and accurate information on travel safety and conditions in for- 
eign countries 24 hours a day, seven days a week. 

• You will receive your passport within 25 days after receipt of your application. Service 
will be provided in a courteous manner and, whenever possible, we will try to meet 
your travel needs. 

• You will receive timely and courteous responses to requests for American citizen 
services, and services will be provided by knowledgeable and professional personnel. 

• Service to persons seeking visas to legally visit or reside in the United States will be pro- 
vided by knowledgeable, professional, and courteous personnel. 



information on travel conditions and safen^ 
overseas. It also provides the documents that 
you cant leave home without — visas for 
visitors and passports for the Americans who 
make 45 million trips abroad each year. 
Now, the State Department is taking steps 
to improve its customer service. It is setting 



standards, designating customer service 
managers and teams at regional offices, 
training passport employees, and expanding 
the number of places where Americans can 
obtain passports — from sites in the Navajo 
nation to the Recorder of Deeds in Iowa. 



Your Standards 



/ 



These agencies and offices are publishing customer service standards for travelers, 
tourists, and outdoor enthusiasts. Hie standards appear in the "Travelers, Tourists, and 
Outdoor Eniliusiasts" section of Appendix B. 



DKPARrMENT OF ACRICIILTURF. 
I'orcsr Scr\'icc 

Dhparitvient of Defi-nsk 

L'.S. Army Corps of Hiigiiiccrs 

Department of the Interior 
Bureau ofTaiid Mana^cniciit 
Bureau of Reclamation 
Rsh and Wildlife Serx'iee 
National Park Ser\'iee 

Depar imen! of Jl 'S TICE 

immit;ratioii and Naturalization Sen ice 

DEPAR lMEN^r Ol S i A IT 

Bure.iu (^f Consular AtVairs 



Depar fmen^f of Transpor i a I ion 
U.S. Cloast C'lUard 

Department of the Trfasury 
Bureau of Engraving and iVinting 
D.S. CAistoms Ser\'ice 

ExFXArrivE Office of the Prf^siden t 

Old Kxecutive CMFice Buildint; 

Preserwuion Office 
White House Visitors 

Nafionae Aeronaitics and Space 

Al>MINlSrRATION 

NASA l-.xliihii i'rograni 

Na I IONAL ArCHIVF^S ANO RECORDS 
AnMINiSFRAFION 



CUSTOMER GROUP: 

The U.S. Government 
AND Federal Employees 



NATIONAL 




REVIEW 



When Vice President Gore vis- 
ited federal employees in a 
series of town hall meetings, 
he asked them, "Where is the 
red tape? Where are the processes the 
slowest?" They gave him a list: personnel, 
procurement, office space, and travel. The 
internal management functions of the 
federal government are known to be bureau- 
cratic, cumbersome, and slow. Not only does 
this frustrate everyone, it costs money. 
Federal employees are finding out for them- 
selves that they can build systems that work 
better, cost less, and better serve the 
customer — even if the customer is 
themselves. 

Agencies that ser\'e federal employees and 
organizations include the Office of 
IVrsonnel Management, which oversees reg- 
ulations for employees and employee bene- 
fits, and the General Services Administra- 
tion, which oversees regulations for buying 
goods and services. I'>ach federal agency also 
has administrative functions and is pursuing 
its own internal customer service focus. 



Filling A Job, Getting a Job 

Hiring federal emplo)'ees has always been 
a slow, painful process. You have to prepare 
position descriptions, evaluation criteria, 
crediting plans, and vacancy announce- 



ments. Then you review them all. Then you 
screen applications (sometimes as long as 50 
pages) for basic qualifications. Then a panel 
of experts evaluates applications and ranks 
them according to qualifications. Then you 
conduct interviews. Depending on the num- 
ber of applicants, the process can take six 
months or more. 

This is a bad deal if youVe trying to hire. 
It s even worse if youVe trying to get hired. 

Now, there is a better way. It was 
developed by the Office of Personnel 
Management, which has taken great strides 
in the past year in using cutting-edge 
technolog)^ to keep job seekers informed and 
to screen applicants. Having a high-tech ap- 
proach to the federal job search not only 
speeds up the process, it improves the quan- 
tity and quality of the applicant pool by pro- 
jecting a more dynamic, modern image for 
the government. Job seekers also win 
because looking for a federal job doesnt 
mean doing a platform dive into a pool of 
red tape. 

Now anyone with a touch-tone phone or 
a personal computer and a modem can find 
out about nearly any job available in the en- 
tire government and learn how to apply for 
it — seven days a week, around the clock. A 
job seeker can even '<^pp\y for some of these 
jobs by phone. Its simple to find and i^pply 
for any nursing job in the federal govern- 
ment, for example; just dial 1-800-800- 
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USRN. Its one of the most intelligently de- 
signed, customer-friendly automated phone 
systems to he found an where, public or pri- 
vate. 

Applications for other jobs are done elec- 
tronically with a simple multiple-choice 
form. These applications are then screened 
In ^.omputer, eliminating the need for 
specialists to spend hours and hours plowing 
through piles of Sh'-171 job application 
forms, looking for basic qualifications. 

The Interior Departments Mineral 
Management Service recently took 
advantage of the new system. "Not only is 
the system faster, but we also receive more 



candidates from sources thai we had not 
previousl)' considered," says Robert 1*'. 
Brown., associate director for administration 
and budget. He estimates that the system 
will save S9 million a year in staffing and 
processing costs when used departmentwide. 

The travel system in the Department of 
Defense was also filled with useless rules. 
Department of Defense employees fill out 
1 1 .7 million travel vouchers a year; lhais 
45,{)0{) a day. The traditional process 
includes 17 steps and takes about three 
weeks. *'lt seems sometimes they do more 
traveling getting their orders done than they 
do when they actually get on a plane," says 



Highlights from Customer Service Standards: 
OPM'S FEDERAL EMPLOYMENT INFORMATION SYSTEM 

OPM has established the following service standards for job seekers using the Federal 
Employment Information System: 

• We will provide you with courteous and timely service. 

• We will update our nationwide job listings every business day. 

• We will have Employment Information Specialists available to answer your questions. 

• We will provide 24 hours a day, seven days a week access to nationwide job 
information and application request services through a variety of electronic media. 

• We will respond to your requests for applications and/or routine information within one 
business day. 

• We will use your suggestions and complaints to improve our service continually. We 
will always remember we work for you, the American public. 



GENERAL SERVICES ADMINISTRATION'S FTS2000 PROGRAM 

GSA manages the federal government's FTS2000 program for long-distance voice, data, 
and video telecommunications services. There are 1.7 million federal telecommunications 
customers in the United States, Guam, Puerto Rico, and the Virgin Islands. Some of the 
program's customer service standards are as follows: 

• Overhead rates will not exceed 8 percent. 

• Prices paid by customers will remain below the average of the lowest commercial rates. 

• Agency requests for exceptions to FTS2000 will be responded to within 1 5 days. 

• Monthly statements of accounts will be issued to customers by the 1 6th of the month. 

• Customer satisfaction with overall handling of trouble re|X)rts by the FTS service 
providers will be maintained at a 95 percent level. 

• Ninety-five percent of the issues raised during our annual Users Forums will Ix^ resolved 



as scheduled. 
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Air I'orcc ( 'aptaiii Rod Berk, who wa.s 
tasked with reducing the red tape tor the 
Defense travel system. 

Berks new process requires only four 
steps and cuts processing time tioni three 
weeks to one day. The new electronic system 
even sends checks out in one day. "It makes 
lite easier for us," says Joan Diamond, chiet 
of the (ravel division says. "i'A'erything is au- 
tomated, so we don t have to shuffle papers 
jroiind." 

Best of all are the savings to the taxpayer. 
The project is currently in a pilot stage; the 
Defense Department estimates that once the 
svstem is up and running departmenrwide, 
it will save about SI billion in processing 
costs over a five-year period. 

When you buy something for your home 
or family, vou want to spend as little money 
as possible, but you also need to think about 
value. If you work for the federal 
government, on the other hand, and you 
want to make a small purchase, you don't 
have time to look for bargains. You have to 
fill out a stack of forms and go through lots 



of time-consuming drivel. Processing costs 
tor small purchases are about $50 each. I'ew 
individuals would consider paying a $50 ser- 
vice charge for every purchase they made. 

Now, to make small purchases easier, 
CkSA has introduced purchase cards for most 
government purchases under S2,500. Not 
onK' are the purchase cards more 
convenient, theyVe cost-effective: ( iSA has 
signed a contract with Visa that gives rebates 
on many purchases, and federal agencies can 
save billions of dollars in paper\vork, 
processing time, and administrative costs. 
Also, federal employees will finally be able to 
buy the basic goods and services that are es- 
sential to day-to-day operations. 

CjSA is also working hard to improve the 
services it provides govcrnmenrwide, like of- 
fice space, rental cars, and long-distance 
phone service. In the past, GSA rates have 
not always worked out to be cheaper. Now, 
in many instances, GvSA has adopted a 
stance of competing against private sector 
firms to provide die best deal. So ( jSA must 
be competitive, or it loses the business. 



Your Standards 



These agencies and offices are publishing customer service standards for federal 
employees and other federal agencies. The standards appear in the "U.S. Ciovernment and 
Ixderal iuiiployees' section of Appendix B. 
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Veterans 




REVIEW 



Therese Aprile works in the 
Veterans Affairs benefits office in 
New York City* The way she does 
her work represents what could be 
one of the best things that ever happened to 
U.S. veterans. At the very least, it is one of 
the best things that ever happened to Len 
Davi:>. 

Davis was wounded during his first tour 
in Vietnam. He finished his second tour to- 
ward the end of 1969. hi die years that fol- 
lowed, he contacted Veterans Affairs in a 
number of locations, starting with die med- 
ical center in Washington, D.C. Later, it was 
benefits offices aroimd the country. 
Wherever he went, VA promised to help, 
but Davis says there were always problems. 
"I never dealt with the same person twice, 
and every time I got transferred on the 
phone or had to call back the second or 
third time, I had to start all over again 
explaining the situation, the story, and it was 
frustrating." 

T hen he moved to New York City, 
expecting the same or worse. But when 
Davis called to get an update on a hospital- 
ization claim, he noticed a difference right 
away. "She introduced herself over the 
phone. . . . Therese Aprile told mc that sliecl 
be niy contact person, I could get back in 
touch with her with any questions I had. I 
thought, something strange and different's 
going on here." 



With time, Davis became a big fan of VA. 
He says, "Therese always got back in touch 
with me. When she told me she'd get an an- 
swer, she got an answer. When I left a 
message ... she called me back, and it was a 
very big difference." 

The New York office is a VA reinvention 
lab — a place to try out new ideas. One of 
those ideas is putting customers first, reorga- 
nizing how the office works so that employ- 
ees focus on what veterans want, not on old 
rules for how to do things. The idea is work- 
ing. Veterans are happy, employees are 
happy, and the work gets done faster. 

But New York is only one office in one 
part of VA. There are thousands of other 
places where VA contacts its customers. 
Some of these places have already established 
their own brand of customer service reinven- 
tion. Others are sorting out what their 
customers want and how to make changes. 
There is also an agencywide rallying cry, 
"Putting Veterans First." And all of VAs 
major service organizations arc publishing 
standards that veterans can use to judge how 
the part of VA that they need measures up. 

The Veterans Benefits Administration 
provides compensation and pension benefits 
to over 2.5 million veterans. It also provides 
deadi benefits to nearly three-quarters of a 
million veterans survivors. 

The agency is looking at the lessons from 
its New York office and combining that ex- 
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pcriencc with other reinvention ideas, h is 
getting customer input from surveys and 
focus groups. One thing it learned is that its 
internal performance measures don t cover 
all the areas that matter to veterans — such 
as being treated with courtesy and respect. 
This and other customer needs are reflected 
in die agency's new service standards. 

The National Cemetery System 
maintains all 114 national cemeteries, as 
well as providing burial ser\'ices, headstones, 
markers, and burial flags. Affording veterans 



dignity and honor in their final resting place 
is the solemn promise of the National 
C'emetery System. Its customer service stan- 
dards focus on that promise. 

The Veterans Health Administration is 
one of the nations largest providers of health 
care, l^ist year it treated over 1 million inpa- 
tients and provided 24 million episodes of 
outpatient care in its 172 medical centers, 
357 outpatient clinics, 130 nursing homes, 
and 200 veterans centers. 

As VHA puts more effort into listening to 



Highlights from Customer Service Standards: 
VETERANS BENEFITS ADMINISTRATION 

These are examples of veterans service standards being published by the Veterans 
Benefits Administration: 

• We will treat customers with courtesy, compassion, and respect at all times. 

• We will communicate with customers accurately, completely, and clearly by keeping 
the customer informed on the status of the claim or request and clearly explaining all 
reasons for decisions. 

• We will answer or acknowledge benefit inquiries within 1 0 work days. 

• We will interview customers at our offices within 30 minutes of arrival. 

NATIONAL CEMETERY SYSTEM 

These are examples of the customer service standards of the National Cemetery System: 

• We will deliver service in a manner reflecting compassion and respect for you and your 
family in a time of need. 

• We will maintain the appearance of individual gravesites, headstones, markers, and 
monuments in a manner befitting these national shrines. 

VETERANS HEALTH ADMINISTRATION 

The Veterans Health Administration's customer service standards spring directly from 
what customers in focus groups said matter most. 

• We will treat you with courtesy and dignity. 

• We will provide you with timely access to health care. 

• We will involve you in decisions about your care. 

• We will take responsibility for coordination of your care. 

• We will provide opportunities to involve your family in your care. 

• We will provide smooth transition between your inpatient and outpatient care. 
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customers^ it is learning more and niorc 
about what is important to vereran.s and 
their famihes. For example, VH A had prett\' 
much assumed that hospitalized veterans 
cared a lot about hotcUt)'pe amenities, like 
food qualirv'. Focus groups of reccntk 
discharged patients said that these things 
matter^ but only up to a point; how well 
patients are treated matters more. Sonie offi- 
cials had also believed that veterans didn t 
niind time spent waiting to see doctors 
because it gave them a chance to swap 
stories with other veterans. However the 



focus groups revealed chat veterans, like 
most Americans, don t want to wait for ser- 
vice. 

The Veterans Health Administration is 
putting this customer input to work. It has 
established a National Customer Feedback 
Center and has developed ongoing sui-veys 
to track how it is doing. To compare results 
with customers receiving care in the 
communit); VHA is using the same sun'cy 
questions as the Harvard Conimunit)' 
Health Plan and others. 



Your Standards 

Hiese agencies and offices are publishing customer semce standards for veterans. 
The standards appear in the "Veterans" section of Appendix B. 



Dkpar rMEN r ok Defensk 
Defense Finance and Accouncin^ 

Service 
Personnel and Readiness 

DKPARrMHN r OF Labor 
Veterans' I juploynient and Training 
Sen' ice 



Department of Veferans Affairs 

Board oFX'cterans' Appeals 
National Cxmctcr\' System 
Wterans Benefits Administration 
X'cterans Canteen Sen'icc 
Wtcrans Health Administration 
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Executive Order 1 2862 
Setting Customer Sei*vice Standards 



September IL 199,y 

Putting people first means ensuring tliat the I'ederal CJovernnient provides the highest c]ualit\' ser\'ice 
possible to the Anieriean people. Public officials must enihark upon a revolution within the Federal 
Ciovernment to change the way it does business. This will require continual reform of the executive branch's 
management practices and operations to provide service to the public that matches or exceeds the best ser\'ice 
available in the private sector. 

Now, Therefore, to establish and implement customer service standards to guide the operations of the 
executive branch, and by the authorit)' vested in me as President by the C'.onstitution and the laws of the 
United States, it is hereby ordered: 

Sectiofi 1. Custower Service Staiid/irris. In order to carr>' out the principles of the National Performance 
Review, the Federal Ciovernment must be custonier-driven. The standard of quality for service provided to 
the public shall be: Customer service equal to the best in business. For the purposes of this order, 'customer'' 
shall mean an individual or entity who is directly served by a department or agency. "Best in business" shall 
mean the highest quality of ser\'ice delivered to customers by private organizations providing a comparable or 
analogous ser\'ice. 

All executive departments and agencies (hereinafter referred to collectively as "agency" or "agencies") that 
provide significant services directk' to the public shall provide those services in a manner that seeks to meet 
the customer service standard established herein and shall take the following actions: 

(a) identify the customers who are, or should be, ser\'ed b\^ the agency; 

(b) survey customers to determine the kind and qualit)' of ser\'ices they want and their 
level of satisfaction with existing services; 

(c) post service standards and measure results against diem; 

(d) benchmark customer service performance against the best in business; 

(e) survey front-line employees on barriers to> and ideas for, matching the best in business; 

(f) provide customers with choices in both the sources of service and the means of delivery; 

(g) make information, services> and complaint systems easily accessible; and 

(h) provide means to address customer complaints. 

Section 2. Report on Customer Service Surveys. By March 8, 1994, each agency subject to this order shall 
report on its customer surveys to the President. As information about customer saiistaciion becomes 
available, each agency shall use that information in judging the performance of agency management and in 
making resource allocations. 

Section 3. Custower Service Plaiis. By September 8, 1 994> each agency subject to this order shall publish a 
customer service plan that can be readily understood by its customers. The plan shall include customer 
ser\'ice standards and describe future plans for customer surveys. It also shall identif}' the private and public 
sector standards that the agency used to benchmark its performance against the best in business. In 
connection with the plan, each agency is encouraged to provide training resources for programs needed b\' 
employees who directly serve customers and by managers making use of customer sun'ey information to 
promote the principles and objectives contained herein. 

Section 4, Independent Agencies. Independent agencies are requested to adhere to the oi*der. 

Section S^Judiciul Review. This order is for the internal management of the executive branch and does not 
create any right or benefn, substantive or procedural, enforceable by a party against the United States, its 
agencies or instrumentalities, its officers or emplo\'ees, or any other person. 
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Department of Agriculture 

Food and Nm rition Shrvicf. 

MiWdges the food iUwip program. 

• \X'c promise to Ici you know ifyou'rc eligible lor 
food stamps as soon as possible, but no latci" 
than 30 clays after you tile \'oi!r application. 
Voii'li neeti lo fill out your application as s{){)n as 
possible, but you can start counting the days as 
soon as vou contact the Food stamp office and 
give us your name> address, and signature. 

• Ifvou quaiilA* for immediate assisi;ince. we 
promise to give you your Kuxl stamp benehts 
within Five days. 

• We promise to let \ ou know at least one month 
bcFore your Food stamp bencFus arc due to stop. 
IFx'ou apply to continue your Food by die 1 Sih 
oFyour last month — and you still qualiFy — 
we'll make sure your beneFits ;ire not 
interrupted. 

• IF we sa\' you don't qualit)' ;ind you don'i agree 
with our decision, just ask and we promise to 
i»ive vou ;i Fnir hearing. \XV also promise lo let 
vou know the results {)Fyour appeal within 60 
days. 

• W'e promise tt) treat you t airly and equally 
regardless oFvourage, race, color, sex, handicap, 
religion, national origin, or political beliefs. 



Department of Defense 

l)i:i-KNSh Lck;is i i(:s Ac;j:nc:y 



Defense Personnel Support Center Homeless 
Support Initiative 

Provides clothing tn id hcddi},g to orgiviizatious hons- 

iflg the ho))h It'ii. 

• The standard we have set is that we respond to 
the need indicated. NVirmal deliver}- time is two 
weeks; however, overnight deliver}' is 
accomplished il necessaiy. 

Department of Health and 
Human Services 

Hhalth C^.arh Financing Adminisi r/Vtion 

MiVuigci the Mcdiaire and Medicaid progpw)is. 

Written responses: 

• We will answer your written inquiries within 30 
da\'s of receipt. If getting you an accurate answer 
will take longer, we will keep you inlormed. 

Telephone standards: 

• We will respond to your telephone inquiries in a 
pleasant and helpFul manner. We will pnn ide an 
immediate answer whenever jxissible. H we can- 
tiot provide an immediate answer, wv will give 
\ou a Firm commitment as t{) when an answer 
c.in be provided. 

• Nobodv likes t{) be put on hold. Our standard is 
that callers will be "on hold" For no more than 
two minutes. 

• ( [alls made in oFFhours will be returned die next 
business da\'. 
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Iiifoniiution ixvds: 

• \XV arc asking our customers to help us i in prow 
all ofour publications and unfiles so they can be 
understood b\' our custonvrs. W'c will begin 
using new publications and notices beginning 
early next year. 

Claims processing (Medicare): 

• W'e are currently working hard to simplih- our 
claims processing system to provide you with 
more consistent determinations. 

• W'c will process your claims tor scr\'ice 
accurately and within the times provided for in 
the law, 

• U you are not .satisfied witii the action we take 
on your claim, you can appeal and we will 
process your appeal fairly, accurately, and within 
established timetrames, \\V are working to 
reduce the paperwork burden a.s.sociated with 



Customer sati.sfaciion: 

• W'e will measure s our .sati.shiction witii Medicare 
and Medicaid through the use of customer sur- 
veys, focus groups, public comments, and meet- 
ings with cu.stonier representatives, 

• W 'e are .setting up groups of customers wiui \'ol- 
unteer to give us a.ssi stance in setting standards 
and evaluating our performance. 

• W'e will identiR' cu.stomers who have .special 
needs related to s ision, hearing, iiiobilitv, health 
status, literacv", language, and otiicr faciors. We 
will make a special effort to help these cu.stomers 
with access to .sen' ices and information. 

Health care choices: 

• W'e will provide clear, understandable informa- 
tion about the options our customers have in 
choosing a managed health care plan, including 
intorniittion about individual plans, to assist 

ill em in making iicalth care decisions. 

Medicaid special standard: 

• W'e will encourage all states to establish 
cu.stonier .ser\'ice .standards for Medicaid, and we 
will work with them to a.ssure a goal of continu- 
ous improvement in customer .ser\ ice and pro- 
gram administration. 

[ lealih care quality: 

• W'e will provide doctors and hospitals with 
information they can use to give better care to 
our beneficiaries, and we will monitor the effect 
of those activities. 

• W'e will expedite our im cstigaiive and case 
review process as much as the law will permit 
when a complaint iinoUes qualitv issues. 

• W'e will respond to verbal or written complaints 
from beneficiaries or their representatives bv 



mailing a complaint form to them w ithin rwo 
working days of the telephone contact or 
responding in writing to written benefieian' 
complaints within 10 working days. 

Program administration: 

• W'c will fully investigate all leads about potential 
program fraud and abu.sc in order to protect 
against unnecessar)' expenditures. 

• WV will work with our partners, our agents, 
states, otiier interested parties, and oiu" 
customers to identih' and implement creative 
and ef}ectivc approaches to improving our pro- 
grams and our performance. 

Public Health Service 

Indian Health Service 

Provides hailth anr scri'ia's to Ai/nrioDi bulitius dud 
A/dskdu Xdtiirs. 

• )'oin- rig/.n: You dc.ser\'e to know who is treating 
you and what .ser\ ices are available to help main- 
tain your healtii. 

Oi/r st/mdnr/: Our siafVwill verbally idem if}' 
them.selves to \du upon contact, will wear name 
tags, and will provide information on the i) pes 
of ser\'ices available to you, 

• } 010' right: You tieser\'c respectful care and con- 
sideration for your emotional, social, cultinal, 
and spiritual values and comfort. 

Our stdiiddrd: Our .stafV will be oriented through 
in -.sen' ice training to be sensitive to your 
emotional, social, cultural and spiritual values 
and comfort. 

• Your right: ^'ou deserx e to have all the informa- 
tion you need to help you and your familv make 
treatment decisions in partnership with vour 
health care providers. 

Our sttDidtird: Our stafl will inf'orni you and an- 
.swer your questions about your treatment. The 
inforniarion provided to you will be 
doc imic need in your medical record. 

• Your right: \ov\ bas e a choice to accept or refu.se 
medical care to the extent permiued bv law, and 
to be informed of the medical con.sequences of 
such refusal. 

Our standard: Our siafTwill discuss with vou our 
recommended treatment and docimieni your 
decision in your medical record. 

• Your right: \'ou deserx e to be a.ssured of your 
personal privacy and the confidentialir\' of your 
medical records. 

Our standard: W'e will take full responsibility for 
protecting your personal privacy and the confl- 
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dcniiality of your medical records, hxeepi as au- 
thorized b\' lasw aii\' use of \-our record outside 
of \'our personal health care will he uiideriakeii 
only with your written permission. 

• Your right: You have the right to expect that 
within our capacity we will be responsive to your 
requests for seivices. 

OurstiwdimliOwv staff will respond to \'our re- 
quests for ser\'ices as quickh' as possible, I-'or ser- 
vices not available localh', you and \'our KimiK' 
will be informed how and where you can obtain 
these ser\'ices and whether transportation will be 
provided. 

Social Securiiy Administration 

Mtiwigcs the Social Securit)' programs. 

We will administer our proi;rams etVectively and effi- 
ciently to protect and maintain the Social Securit}' 
trust funds and to en.su re public confidence in the 
vakie of Social Securit)'. We are committed to hiir 
and equitable scr\'ice to our customers. We promi.se 
to respect your privacy and safeguard the information 
in your Social Securit}' record. 

We are equally committed to providing \'ou with 
world-class public .ser\'ice. When \'ou conduct busi- 
ness with us, you can expect: 

• We will provide .ser\Mce through knowledgeable 
employees who will treat you with courtesy, dig- 
nity, and respect ever)' time \'ou do business 
with us. 

• We will provide you with our best estimate of 
the time needed to complete your request and 
fully explain any delays. 

• We will clearl)' explain our decisions so you can 
understand why and how we made them and 
what to do if \ ou di.sagree. 

• We will make sure our offices are .sate and pleas- 
ant and our ser\*ices are accessible. 

• When \'ou make an appointment we will serve 
you within 10 minutes of the scheduled time. 

• If \'ou request a new or replacement Social 
Securit}' card from one of our offices, we will 
mail it to you within five working days ot our 
receiving all the information we need. If you 
have an urgent need for the Social Security 
number, we will tell you the number within one 
working day. 

We know that )'ou expect world-class ser\ ice in all ot 
your dealings with us. Toda\'. we are unable to meet 
your expectations in .some areas, but we are working 
to change that. We are revising all our critical work 
processes to make them simpler, quicker, and more 
customer friendh'. When we redesign our processes, 
you can ex pet t: 



• When you call our 800 number, you will get 
through to it within tlve minutes of your first 
tr\'. (Toda)' we often are not able to meet this 
pledge. During our busiest days \ ou will get a 
bus\' signal much of the time.) 

• When \'Ou appK' for disabilir\' benefits, \'ou will 
get a decision within 60 da\'s. (Toda)' we otten 
are not able to meet your expectation.s, but we 
are getting better. In 1994, we made di.sabilit\- 
decisions two weeks taster then we did in 1992. 
We will gi\*e you our best estimate of how long 
it should take to get your di.sability decision at 
the time you apply.) 

Department of Housing 
AND Urban Development 

Office of Housing/ 
Ffioeral Housing Authority 

Sti))iulates (wusi>ig through direct fnuniciug, huui 
^lumuitccs, interest rate subsidies, mortgage 
i)isura)icc, etc. 

You can expect our employees to meet die tollowing 
standards: 

Respect: 

• Kver\' customer is entitled to courteous 
treatment. 

• Mverv employee represents the Ot^lce ot Housing. 

• Display name plates or wear name tags as appro- 
priate. 

• Identity \'Ourself and your organization every 
time you have a customer. 

• Don't drop the ball — direct correspondence 
and telephone calls to the correct parry. 

• When transferring a customer, take time to reas- 
sure the customer that a.ssisiance can be 
obtained by speaking with another part)' in the 
otllce and that they are not being shuttled 
around, 

• After a.ssisting a customcM\ otfer to provide addi- 
tional assistance at a later time should the need 
ari.se. 

• l^rovide a "real person" alternative to all voice- 
mail messages. 

• Strive to provide toreign-language alternatives 
and alternatives for the deaf and blind, when 
necessai ) . 

(Quality products: 

• Provide all available information to a customer 
on the tlrst call or letter; ensure thai all questions 
are answered. 
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• VC'ritc in plain I-jmlisii, not [(.clinical or s;t)vcrn- 

I o c 

nicnt iari»()n. 

• l-()ll()\v-up regularly to ensure thai quality prod- 
ucts arc provicicd. 

• Advise customers/partners in writint; when new- 
policies or changes are hcing considered; involve 
them in the development phase. 

• C^onsider the needs of customers/ partners when 
developing products and procedures. 

• Apprise customers/ partners ofoperational proh- 
lems, e.g., don t wait for the customer to call 
only to he told the system they need is down. 

• Reach out to cu.stoiners — go to their place of 
husine.ss when po.ssiblc; conduct regular confer- 
ence calls. 

• hi elude a contact name, organization, telephone 
number, and efK'Ctive date on eveiy document, 
e.g., handhook. Mortgagee Ixtter, congressional 
and general correspondence, 

Timely ser\'ice: 

• Unsure adequate telephone cowrage throughout 
the business day; answer all phone calls hy the 
third ring. 

• Respond to all telephone inquiries within 14 
hours. 

• Respond to written correspondence within 10 
working days. 

• Provide an interim response when a complete 
response requires extra lime for research or there 
is a heavy workload. 

• Provide " 1 -800" customer sen ice nunihers 
when possible and economically feasible. 

Results: 

• Mstablish quantitative customer seivice goals and 
incorporate them into performance standards 
and Housings Plan where possible. 

• 1 Establish quantitative processing standards for 
each program or fimction. 

• Solicit feedback and react to customer 
comments. 

• Train all employees regularly on customer 
sen'ice initiatives. 

• Institute random supenisot)' quality control 
checks lo ensure that appropriate and ,idec|uaie 
customer sen'ice is provided. 

• I-'.ncourage teamwork so all stall are thoroughly 
informed. 

• Provide hasit piogram training lo cleriuil staff, 
particularly those who deal \Mih (he public. 



• hidude in the headquarters telephone directory 
and each field office telephone direct on* a con- 
tact name and telephone number for e;ich pro- 
i;ram area, e.g.. Single Pamilv Mortgage 
Servicing, Joiin Hoe, 708-0()00. 

• Always conduct oneself as a representative of the 
organization, 

Mortgage Assignment Program 

Profiles fVi altenuuivc to mntgngors (atstomcrs) who 
(ve on the verge of losing their home to joreelosure. 

The following customer sei*\'ice standard is u.sed by 
field of}lce stafl in handling customers who are seek- 
ing relief: 

• C-ustomer recei\'cs written notice from the mort- 
gagee that their mortgage is in default. The letter 
outlines the eligibilit)' requirements for the 
.Mortgage Assignment Program and gives the 

C Customer 1 5 calendar days to contact the HUD 
field office. 

• CAistomer contacts field ofllce staff and requests 
acceptance into the Mortgage Assignment 
Program. 

• Staff identifies documents needed to make eligi- 
bilit}' determination and schedules a conference 
with the customer. 

• Staff completes analyses of documents prior to 
conference. 

• Decision on acceptance into the Mortgage 
Assignment Program is made within 90 calendar 
days from the date of the customer's initial tele- 
phone call to the date of final decision. 

Mortgage Approval Process 

• Processing lime from the date of receipt of the 
application package to date of final approval/re- 
jection is 45 calendar day.s. 

Rehabilitation Mortgage Insurance, Seaion 
203(k) 

Provides mortgage iiisimnur for the purehnse or reft- 
nonce onri reLuibilittuion of single-fomilY properties. 

Mortgagees (partners) make Section 20.Mk) loans 
available because HIM) insures the mortgage before 
rehabilitation work is completed. If you are the mort- 
gagee, you can expect us to meet this standard: 

• Processing is competed and a mortgage 
insurance certificate is issued to the mortgagee 
within 10 davs of I Il'IVs receipt ol the ck)sed 
loan. 
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Department of Labor 

Pknsion Wfj.hark Bknfhus Administration 

A(h}ii}ii<U'rs (Did oifim vs ^unultirds lo protca tissvis ifi 
private poisnni iitid hnufu pLon worth $2 trillion. 

What you cm expect — it vdu tclcpliDiic: 

• A friendly councous voice. 

• A represent alive who will listen to your 
questions and ho sensitive to your request. 

• A return call no later tiian tlie end of tlie next 
business day. 

What you can cx[)ect — it \ ou write: 

• A repl\' within 30 days of our receiving \'our let- 
ter. 

• A clear, eas\'-to-read response. 

What \'ou can expect — anytime: 

• Strait;litfonvard inforniatioii on how tiie law ap- 
plies to your circumstances. 

• Information on options that may he available. 

• Respect for \*our privacw 

• riie name of the employee assisi ing you. 

Department of the Treasury 

Financial Managkmknt Skrvick 

Check Claims 

Htttidh cldiim for /o.<t or jjiissififi^ c/nrh. 

• We are reinventing our process so that it will 
take less time to process claims by reducing our 
axeragc prcKcssing time by 40 daysl 

• We arc also reinventing our process to reduce 
the I'cderal IVograni Agency (!iieck ( Claims cycle 
time by five days. 

Pension Benefit Guaranty 
Corporation 

/Protects the hoivfits ofptirtinptDits /;/ privtitc sector 
pernio)! p/itiis <t ml provides tiifiely pay) fief tt of hefieftts 
for thoH' pefisioii plaiis t/utt httve hee)i te)')iii)iated. 

We pledge that: 

• In all coninuiniLations with yon. we will 
acknowledge your inquiry withm one week. If 
we cannot give you an immediate answer, we 



Beneficiaries 

will tell you when to expect it and we will give 
vou a specific point of contact. 

• if it will take us longer than expected to answer 
\'our question, we will give you a status report 
and tell \'0u a new date wiien to expect an 
.mswcr. 

• If vou are receiving a pension check, changes 
\'ou request {such as address change, direct 
deposit, tax change) will be made within M) 
davs> if the request is received by tiie first of the 
montii. It will take anodier mondi if the request 
IS received after the first of the month. 



Railroad Retirement Board 

A)i i)idepe)idc)it (t^e)uy tid)iii)iiste) i)ig )eti)ei)ieiit, dis- 
ahtlity, inul inie))iploy))ie)ithick)iess for raihotid e))i- 
ployees. 

Standards: 

• We will be courteous and treat you with respect 
ever\' time you contact us. 

• The information you provide us is protected 
under the provisions of the Privacy Act. 

• We will reply within 10 working days of receiv- 
ing; vour letter. If for any reason we cannot, we 
will acknowledge your letter and tell you iiow 
long it will be before we can an.swer your ques- 
tions fully. 

• If vou filed for \'our railroad retirement 
emplovee or spouse annuity in advance, you will 
receive vour first pavment, or a decision, within 
45 da\'s of vour date of retirement. 

• If vou filed for a railroad retirement sunivor an- 
nuitv or lump simi benefit, you will receive yoiu" 
first pavment, or a decision, within "^S days from 
the date you filed your application, or became 
entitled to benefus, if later. 

• if vou filed an application for uneiiiploynieiit or 
sickness insiuaiice benefits, you will receive a 
claim form, or a decision, within 1 5 days of the 
date we receive your application. 

• If vou filed a claim for unemployment or 
sickness i insurance benefits, you will receive your 
pa\-ments, or a decision, within 1 5 days of the 
date we receive your claim form. 

• If vou filed tor a railroad retirement disability 
annuirv, vou will receive yoiu- first payment, or a 
decisiiMi, within 1 20 days from the date you 
llled voin- application. 

• If \-ou think we matle the wrong decision about 
V(HM- benefits, vou have the right to ask for 
review and to appeal. We will tell you about 
these rights e.ich time we make an unfavorable 
detision about vom* benefits. 
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• Claims tor sonic bcnctlts may take k)ni;Li lo 
liandlc than others it they arc more complex, or 
it we liavc to get information from otlier people 
or t)rti;ani7.atioiis. If this happens, we will give 
you an explanation and an estimate ot the time 
required to make a decision. 

Openness: 

• We will displa\' in each office how well we are 
meeting the established standards. 

• When you visit our ofTices, the staff will identil}' 
themselves by name. 

• When you telephone us, we will identit}* 
ourselves b\' name. 

• Our letters will be eas\' tt) understand, and, un- 
less the letter is a computer notice, the person 
writing to yt)u will give \'ou his/her name. 

Accessihilir\': 

• When yt)u telephone us, \'oii should be able to 
reach us t)n the first tn'. 



• When visiting us, yt)u will be helped within five 
minutes of \'our scheduled appointment. 

• \\)u will nt)t have tt) wait more than 30 minutes 
if \'0u do not have an appt)intment. 

• It you cannot come to our office, we may be 
able tt) visit you at home t)r at one t)l our regu- 
larly scheduled .service lt)Ciitit)ns. 

Acct)untabilir\': 

• If things go wrong, at the vcr\' lea.st you are enti- 
tleti to a gt)t)d explanation and an apt)lt)g\'. 

• A ijistofmr Asscssnieu! 5/^;7'0'forni is available in 
eveiy office For you to tell us how we did and 
ht)w we can improve our services. 

• If \'ou are not satisfied with our ser\'ice, you may 
contact the manger oFthet)f}lce with which you 
have been dealing, or the Regional Director wht) 
is respt)nsible for that t)ffiee. 'I'heir names and 
addresses are available in each t)f}lce. 
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Department of Agriculture 

Economic Agencies 

Economic Research Service, World Agricultural 
Outlook Board, aiid National Agricultural 
Statistics Service 

Prol ific infonmitioii dud tnuilyscs fay miprovifig the 
pnfonndiur ofiigriatlturi' tuul the ivcll-heing of rimil 

W'c will: 

• Respond to each eustonier in a courteous and 
helphil inaiiiKT. 

• Accurately direct \ ou to the person or at^enc\- 
with the information \'0U need. 

• Provide complete, accurate information ahout 
our programs, products, and sen ices in plain 
language. 

• Make it eas\ to fmd and order reports. 

• Deliver promised inh)rmation prompt!)'. 

• l\xplain w In', when we cannot meet your 
request. 

• Deliver sen-ices without discrimination on tiie 
b.isis ot race, color, national origin, sex, religion, 
age, disability, political beliefs, and marital or 
family status. 

Service vou cm expect from the KRS-NASS sales 
desk: 

• Your call will be answered pri)mptK and eourte- 
DUsly In- a knowledgeable i^per nor. 

( )ccasi(Mially, the volume of calls may re(]uire 
that your call be plated on hold lor a short time, 
but we wiMi'i ftirgei \(>ul 



• If \'ou are calling for the first time, the operator 
will ask for your name and address and will give 
you a customer ID number to expedite your 
next order. 

• Orders for monographs, electronic data 
products, and single copies o\ periodicals will be 
mailed first-class within five working days. 

• Pa\'nient choices include MasterC^ard or \'isa, or 
check or mone\' order (U.S. hinds only). 

• You will recci\e x\\'o renewal notices before sub- 
scriptions expire. 

• 1:RS-NASS operators can answer your questions 
regarding the current status of your account, in- 
cluding payment, issues due. billing, and other 
questions. Errors will be corrected promptly. 

• You can request expedited shipment of \(nir 
order via Tedcral Express at \'our expense. 

Field Service Centers 

Agricultural Stabilization and Conservation 
Service, Farmers Komc Administration, Federal 
Crop Insurance Corporation, Rural Development 
Administration, and Soil Conservation Service 

Provide one-stop shopping for USDA iissisttnur. 

• You will be treated with courtesy and respect. 

• You will be assisted by a polite, responsive, and 
knowledgeable staff. If we get things wrong, we 
will explain what happened and will make them 
right. 

• Yt>u will be given prompt and reliable setTice. 

• W'e want to respond quickh and accurately to 
vour requests for inlormation, loans, payments, 
and teehtiieal assistance. W'e will put \ou in 
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touch with the person on our start who can hcst 
handle \'our request. If we cannot liantlle your 
re(|uest quickly, we will rell you how lon^ it will 
take. We are working on more specific standards 
for each ofOiir ser\'iccs and will have these to 
you by jtnie ]99S. 

• You will he given information that is clear, reli- 
able, and easy to understand. 

• \W will ex[)lain tt) \'ou how our programs work, 
what benefits you can receive, whether you are 
eligible, and how you can appK'. We are 
committed to making sure the information we 
give vou meets \'our needs. We want to work 
with you ro continualh' improve the 
information we give you and the way \'ou 
receive it. 

• Vou will be given forms that are ca.sy tt) under- 
stand and complete. Our forms are an 
important wav of getting information from you. 
We want to continually improve them st) that 
fhev are ea.sy for you tt) fill out and provide us 
with the information we need tt) .ser\'e you. 
When we revise our forms t)r create new t)nes, 
we will ct)nsider to yt)in* suggestions. 

• We will wt)rk clt)sely with t)ther gt)vernmeni 
agencies such as tlie ( -t)t)perativc Kxtensit)n 
Service and state and local agencies to ensure 
fliat our wt)rk is mutualK' suppt)rtive and our 
policies and regulations are ct)nsistent. 

Food Sai-ki y and Inspection! Skrvick 

ijiswcs tlhit }}u'(it (tful [wult}y products: iluit cross stdtc 
horflcrs are safe, ivl)olesoim\ tinrl dccurdtcly Ltbclcd 

Yt)U can exfX'ct 1*^ IS tt): 

• Be innovative, ft)r\vard-thinkiiig, and continue 
to lt)ok for ways tt) improve ht)w we inspect 
meat and poultiy prt)ducts and prt)tect the pub- 
lic health. 

• Prt)vidc \'t)U with up-to-date information t)r, 
food saferv issues through the USDA Meat and 
I>t)ultry Modine(l-S()(f-53V4555). 

• St)licit and consider yoiu" ideas to a.ssist us in 
making pt)licy and program imprt)venients, 

• Provide luiiform inspection in meat and poultr\' 
pl.ints acrt)ss the United States and ht)ld tliem all 
tt) the same high standards. 

• I'.nsure that the meat and poultiy products you 
buy nave safe-handling instruct it)ns on them. 

• Investigate and proseciue people and businesses 
that violate meat and ()oultr\" laws. 

• C !t)ntintte working with industry to imprt)ve oiu' 
current inspection s\'stem using new science and 
technt)k)gical advances. 



Nai ional Biological Con troi. Insi i ru tk 

/bvj/ioics, fu'iliuitcs, mid provides leadership to 
reduce popidtttioiis of pest speeies below luitund levels 
in ntnil (Did urhdii areos. 

When vt)u contact us. we will be: 

• C'.t)unet)iis and respectful. YoiU" \'iews and needs 
are impt)rtant tt) us, and n'ou can expect prt)fes- 
sit)nal treatment. objectivit\' and confidentiality 
when apprt)priate. 

• C!lear. We will explain tt) yt)u what we dt), how 
our programs wt)rk, aiul how yt)U can appK'. If 
our informatit)n is hard to understand, tell us 
and we wiil yxy tt) make it easier to understand. 

• Accessible. We are available to talk tt) individu- 
als. t)rgani7atioiis, scht)t)l groups about our ser- 
vices. Ct)ntact us b\' letter. pht)ne, fax, or 
through our bulletin bt)ard system. 

• hair. Oiu" ser\'ices will be objective, irrespective 
t)f your race, .sex, age, religion, or di.sabilit)'. 

• Kthical. We strive to meet the highest .scientific 
and ethical standards. 

• Entrepreneurial . NX'e will help you .solve pesr 
prt)bieins thrt)ugh building partnerships, averag- 
ing rest)urces, and focusing efforts. We will help 
\ t)U identify yt)iu' pest management needs and 
t)btain informatit)n. If we cannt)t meet \'our 
needs, we will tiy to put yt)U in tt)uch with 
st)met)ne wht) can. 

• Efllcient. Inft)rmatit)n will nt)rmall\' be provided 
on the same day t)f your request. If research is 
needed tt) help witli \'t)iir need, we will try to es- 
timate accurately ht)w lt)ng it will take. H c)bsta- 
cles are met that dela\' t)ur respon.se, we will tell 
yt)u, and ivy to offer alternatives. 

• C^pen. We wt)rk for \'ou, and continually seek 
your views, listen ttMour needs, and take appro- 
priate actit)!! based t)n them. If \'t)U are nt)t .satis- 
fied with any aspect of our ser\'ice, tell us so we 
can correct the prt)blem. if we make a mistake, 
we will tell \ t)u and ct)rrect it. 

Rural Development Apminlsikation 

(I'luinintees qiuility loans to help improve the 
economic nnd environmental conditions in rural coin- 
in unities. 



We w i 



Provide you s ith all (he necessary advice, guid- 
ance, and referral tt) t)ther credit when appropri- 
ate alt)ng with t)ur values and beliefs in the 
preparation ol vour lt)an application. 

I'nsiue that you are promptly prtivided. within 
seven wt)rking da\ s, copies t)f relevant materials 
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Nviicn you notify our State Director that you arc 
consiclcriiii; an application. 

• C'onduct a review of your loan apj^lieation to 
verify completeness and compliance with applic- 
able requirements wirhin H) working da\'s after 
receiving the application. 

• Discuss all issues concerning your application 
with you and the lender within five working 
days after completion of our review, 

• I'orward all appropriate documents to the 
national office when required within seven 
working days upon completion of the rev iew. 

• Issue the loan guarantee tor your loan within 
two working days from the time the lending in- 
stitution holds the final loan closing. 

RUR/\L ELFX:TRIFICAriQN AdmINIS TR/VTION 

Provirics Hinrt (Did giummtccd loans for 
clectrifiaitioiL wkcoffiPfinfiiaitions. tipui nmii 
('LVfi(n)iic tlevclopnu'iit pw^funs. 

The Rlv\ field representative will: 

• Provide advice and guidance to distribution bor- 
rowers to help them prepare their loan applica- 
tions, 

• laisure that the borrower is promptly provided 
with copies of relevant materials when a 
borrower notifies the Rl>\ that it is considering 
an application. 

• C!onduct a review of loan applications received 
to verity completeness and compliance with re- 
quirements, 

• Discuss issues concerning the borrower's appli- 
cation. 

• Seek lo complete the review within 1 S working 
da\s after the application is received. 

• borward all completed .ipplicaiions promptK' lo 
t he Wash i n gto n o tFi ce . 

Acknowledgment to Borrower: XX'ithin seven work- 
ing days after the Washington office receives your ap- 
plication. \\\'A will send \'ou n letter which includes 
or sets forth the following: 

• The application r< u'ived date (APR), 

• That RI"A will notif\' the borrower no later than 
^)() calendar days after the APR regarding the ap- 
plication's status (does not appU' to discretionaiy 
loan^), 

• That updated information may be recjuired at 
the lime of loan approval, 

• That determination of ilie interest rate <.ai- 
egoiy cannot be made until the lime ol loan ap- 
proval. 



• That the borrower is required to notit)' RIv\ 
promptly of any changes in circumstances that 
ma\' materialU' affect information in the ap[)lica- 
tion, 

• Any additional information. 

Second Notification to Borrower. Complete 
Applications: NX 'i thin 90 days of the APR> if the ap- 
plication is complete. RKA will send a letter to die 
borrower with a copy to any supplemental lender to: 

• Advi.se that the application appears complete. 

• Verif)' the amount of the RUA loan requested 
and the amount of any supplemental loans. 

• Verif}' the intere.st rate categor)' for which the 
loan appears to qualify'. 

• (Confirm the borrower's election of the call pro- 
vision for municipal rate loans (prepayment op- 
tion). 

• Set forth any special conditions that may be 
placed on the loan, and afford the borrower an 
opportunity to rectify the cau.se of the condition. 

• Remind the borrower of its responsibilit)' to no- 
tify' \\\'A immediately of any changes in circum- 
stances that might afVect its eligibility' for a loan, 
or the interest rate categor)' for the loan. 

• Provide the WW of loans currently being 
approved in die interest rate category' applicable 
to the loan. 

Second Notification lo Borrower. Materially 
Incomplete Applications: 

• Within 90 days of the AI^R. if the application is 
incomplete, or if diere are other problems, a let- 
ter will be sent informing the borrower of the 
specific deficiencies, and requesting that the bor- 
rower respond within 60 days. (Note: if the ap- 
plication is for a di.scretionar\' loan, the .second 
notification will not be .sent until the 
Administrator so directs.) 

]-inal Review and Approval: Not later than 45 calen- 
dar daws before anticipated loan approval. RKA will 
notify the borrower and Cll'R by telephone to: 

• Ciive the approximate date when a decision 
about approval can be expected. 

• Verit}* and, if nece.ssar\'. update information pre- 
viously .submitted by the borrower. 

• Inform die borrower of any change in the inter- 
est rate category for which it qualifies. If applica- 
ble, request a board resolution to reflect the new 
terms. 

• Request that the borrower submit certain 
updated information that will be no older than 
()() (lavs at the expected lime ol loan approval. 

• Remind the borrower of its re.sjx^nsibility to 
submit information about an\' changes in its cir- 
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cumsianccs that tiiiglu .irt'cct its eligibility tor a 
loan, or its cligibilitN* lor the imcrcsi rate 
caicgorv clcacd in its orit^inal board rcsolutior.. 

• Remind the horro\Ner that RKA reserves the 
right to request additional inforniation neeessar\' 
to verit\' eligibilit}'. 

Deficient Applications: Prior to loan appro\ al, it ii is 
detenu ined that the requirements I'ur approval can- 
not be met b;Lsed on information submitted b\' the 
borrower and other information known to RtlA, it 
the borrower cannot or will not comply with RKA 
regulation, or it the borrower withdraws an applica- 
tion. REA will return one copy of the application to 
the borrower accompanied by a cover letter. 



Department of Commerce 

Bureau of thh Census 

Data Users Services Division 

Provides it vdvicty of product}: dtid services h/ised on 

(a'NSUS dilttL 

• Phone calls. W'e will answer phone calls to the 
standard C Customer SerN'ices telephone ninnber 
(30 1-^63-4 1 00) within one minute atter the in- 
troductor)' message ends. 

• Shipping orders. We will ship items tor otY-the- 
shelt orders within one working day. 

• CAistom orders. We v. ill ship orders tor custom 
products as stated b\' the customer sers'ice repre- 
seiuative. 

• Coi'.rtesy. Ovxx telephone reference statVwill be 
courteous, knowledgeable, and businesslike. 

• Ciuarantee. We guarantee that \'ou will be happ\' 
with our product or you can return it tor a till I 
refund within 30 days. 

• Clomplnints and questions. C'ustoniers phoning 
or taxing a complaint or inquirv' will receive an 
initial response within three hours. All problems 
will be resolved within one working day. 

Foreign Trade Data Service 

Provides accurate dtid cioroit infornuitiou about 
I IS. forei^i trade activity. 

Telephone inquiries: 

• We wmII answer ever\- [ihone call (responses ma\" 
be dehn ed oti the day statistics are released). 

• We will be courteous. 

• We will provide the most current intormation 
on U.S. toreign trade to meet customer needs. 



CAisionii/.ed tabulations: 

• W'e will process most orck'rs tor custom iml tab- 
ulations and proN'ide tin.- results within 48 hours 
after we receive them. (Ouring press release 
limes results will be provided within seven da\'s). 

• We will thorougliK explain die content ot aN ail- 
able dalabase^ and the cost of report options. 

• We will charge \'ou no more than the cost ot 
doing the customized u'ork. 

Standard subscriptions: 

• NX'e will otfer you a standard subscription it it is 
appropriate to your request tor toreign trade in- 
tormation. 

• We will thoroughly explain the content ot die 
subscription products and the cost ot report op- 
tions. 

• We will mail \'our subscription each month as 
soon as the toreign trade statistics are released: 

— user-selected com mod it)' reports on the da\' 
ot release 

— p l ess rel ease a n d s u p p le ni en ta 1 da t a ( I " 1 - 
900) on the da\' after release 

— detailed CiH-ROMs and other standard 
tabulations within seven days. 

BuRK/\u OF Ec:oNOMic Analysis 

Provides economic data oi the I \S. ecoaoniy aad its 
position /// the global nuirket. 

• BKA will meet its published aniiu\I calendar ot 
news release dates. Any changes in these dales 
will be announced as far in advance as possible, 

• HKA will provide access to news releases on the 
HBR (Economic Bulletin Board), l-BB FAX, 
and recorded telephone messages at the time ot 
release. 

• BKA statTwill respond to customer 
correspondence within tlve business da\'s. 

• BKA StatTwill return customer phone calls 
within one business day. 

• B \-A wi 1 1 s h i p otT- f he-sl ; el t" p roduct s w i 1 1 1 i n 1 1 1 ree 
business days. 

Ha)NOMICS AND SpATISTICS ApMINISTR/VTION 

STAT-USA 

Provides business, fnule, atul ecotuwiic information, 

I'iles on the Kconomic Bulletin Board (I'.BB): 

• V(V will post all tiles on the KBB within 30 niin- 
utes ot receipt trom the originating agenc\'. 
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Order ful till men t: 

• Wc will ship CM')-RC)jV1 orders b\' firsi-class mail 
the next business din* after we accept the order. 

• If we do not ship your order on the next 
business daw we will send \'ou one (!D-R()M 
free. 

' 1 ech n ic al assi sta n ee: 

• All technical assistance calls will be resolved 
within 24 hours. If the problem requires more 
time to resolve* we will keep \'Ou posted of our 
progress, 

• If you forgot your EBB password, please give us 
24 hours to identify- it. We will call the owner of 
the account back with the information. 

• We will do our best answer your questions. If we 
do not know the answer, we will direct you to 
someone who does. 

Billing: 

• For our (ID-RC)M subscription sen ices, \'ou 
will receive a reminder to renew the subscription 
45 days in advance of the subscription 
expiration date. If we do not receive pa\'ment 
from you, we will stop the subscription. 

• I'or our KBB subscription ser\'ice> we will 
include renewal charges in your trimesterly bill. 
We will also send you additional reminder no- 
tices. You will have 90 da\'s after the date of the 
first bill to return payment to us. If you cannot 
return payment to us within this time period, 
we reserve the right to deactivate your account, 
l lowever. please contact us if you need 
additional time and we will extend the grace pe- 
riod. 

\ou can expect us to: 

• Clive you our name when we answer the phone 
or write to you. 

• Be polite, considerate, open, and honesi. 

• (live you accurate information about our prod- 
ucts and sen'ices. 

• Apologi/e if we get things wrong, explain what 
happened, and make things right. 

• Deliver our sen'ices fairly and to the same high 
standards to all our clients regardless of sex, race, 
disability, religion, and age. 

iVrson to person: 

• We will regularly ask our clients what the\' think 
of our sen ices — - and we will share those results 
with you, 

• S'lVVI'-l'SA wants to hear from \'ou, whether 
it's good news or bad. All of our managers can 
be reached by mail, telephone, or e-mail. 



International Trade Administration 

Helps U.S. businesses compete in the global 
nmrketpLur. 

Agenc)' pledge: 

• When you contact ITA, we will provide prompt 
and courteous ser\'ice, 

• We will seek to understand what is important to 
you and to meet )'our needs. 

• We will strive to make our products and sen ices 
equal to the best in business. 

Import Administration 

Ensures that U.S. finns receive fair treatment on im- 
port ajift relief from unfair trading practices. 

We will: 

• Provide you with simple guidance for filing a pe- 
tition or a zone application. 

• Provide a point of contact when you file an 
Anti-Dumping/Counter\'ailing Duties 
(AD/CVD) petition or a zone application. You 
can receive status on your filing during our busi- 
ness hours (8:30 a.m. to 5 p.m.). 

• Make available public case records on any 
AD/CVD proceeding in our Central Records 
Unit or provide a copy of the record at cost 
when you call (202)482-1780. 

• Provide you with a preliminar)' determination 
on an AD/C'VD petition within 120 days, bar- 
ring extraordinary circumstances. 

Trade Information Center 

Serves as an infonnation clearinghouse fir 
international trade and export promotion prografns. 

We will: 

• Provide a 24-hour toll-free number. 1-800- 
USA-TRADE, for your use in requesting infor- 
mation. 

• Provide the information you seek the first time 
you call. If we can't provide the information you 
seek at the time of your calk we will let you 
know when to expect our response. 

• Offer a choice, whenever possible, of your pre- 
ferred information format and method of deliv- 
er)'. Options ma)- include hard copy publication, 
electronic format (e.g., NTDB on Cl)-ROM or 
Internet) and I-AX-ON-DKMAND. 

• will use your feedback to tailor our informa- 
tion to vour needs. 
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Trade Promotion and Exporter Services 

Offers it I'driety of speciijliz^'d products (Did >crria'S to 
U.S. hitsiiusses to help thevi enter foreiipi )HiV'hets, 

WVwill: 

• RcKcr you lo tlic appropriate specialist promptly 
and accurately. 

• liiForin you when to expect tieli\er\' of a product 
or a scr\'ice that you request. 

• Tell you iininediateK' about any fees relating to a 
product orser\ icc that you request. 

National Ocevnic and 
Atmospheric Administration 

National Marine Fisheries Service 

Respo}isible for the stewardship of the } nit ion ) living 
mirine life. 

\XV will provide .serv ice by: 

• Developing, evaluating through client testing, 
and iniplenicnting more efFicient and easy-io- 
use data access technologies such as menu-driven 
computer interfaces and facsimile transmissions 
of perishable data. 

• Development of new statistical databases aiui re- 
ports driven b\* anal\*scs of customer requests ob- 
tained through symposiums and worksliops, 

• Including stakeholders in the development of 
new statistical data collection s\steins. including 
long-range strategic planning efVorts for fhshertes 
statistics in partnership with our state and 
federal counterparts. 

• Regularly polling user needs and customer satis- 
faction through customer sur\*eys; participation 
in or conduct of worksliops, advisor}' panels, or 
committees on statistics. 

• Maintaining nuiltiple oral and written, in-person 
and electronic means of com muni cation to our 
users, such as newsletters, electronic mail fornnis, 
and face-to-tace meetings to promote a healthy 
dialogue and hear the voice of our customer. 

N.'VnONAL 'rFx:HNK:Ai. 
Information Skrvic:k 

FedWorld'^' On-line System 

Acts its tin i)ifor>in(io>i i'leiiri)ighoi{se. 

• ^'oiir access to l-edW'orld will coiuiiuie to be 
[Provided ai nt) charge. 



• Products you order b\' credit card for download 
will be delivered within 30 seconds. 

• Voiir calls to the Help Desk w ill be answered b\' 
a person, not a recording. 24 hours a d.u', 

• W e will continue to make information accessible 
in whatever electronic formats meet \'our needs 
aiul expectations. 

Patent and Trademark Office 

Exti mines (Vid issues pdtoits iind trtide) narks. 

• W'e will treat our customers with courtes\- e.ich 
lime they contact us and. if appropriate, will di- 
rect them prom pi 1\' to the proper office or per- 
son. 

• If an emplo\ee being called is not available, they 
will return the call by the next business day or, if 
requested by the caller, an alternate pt)ini t)f 
contact will be provided. 

• W'e will ensure that our written 
communications clearU' set forth the technic.il. 
procedural, and legal position of patent examin- 
ers and trademark examining attorneys. 

• Our correspondence witli customers will be legi- 
ble and of good print qualit\'. 

• W'e will wideK' disseminate information about 
changes in practice and procedures tt) ensure 
that both employees and our customers know 
about changes prior to their eflective date. 

• W'e will respond to status letters within ,^0 days 
fVom the date received. 

Patent standards: 

• W'e will deliver facsimile transip' ion of prop- 
erly addre.s.sed papers marked " Informal" or 
"Draft" 10 the examiner within one business 
day. l acsimile transmi.ssions of properly 
addressed formal amendments afier final rejec- 
tion will he matched with the appropriate files 
and delivered to the examiner witliin three busi- 
ness days of receipt. 

• W'e will correctly generate and mail a notice in- 
dicating the application number, date of filing, 
and the title of invention for complete, standard 
applications. I he.se notices will be mailed within 
1 9 calendar da\s t)f receipt of ilie application. 

• W'e will conduct a thorough search of relevant 
I'.S. patents, foreign patent literature, and non- 
patent literature contained in our search files 
and, where appropriate, a reasonable search of 
other non-patent liieraiure during (he patent e\- 
.uiiination process. 
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Iradcniark standards: 

• \XV will coiTcctK- i»eiKTa(c and niaii tiling 
notices within 30 days of receipt widi a goal of 
reducing th.e processing time to 1 4 davs In* 
September 30. ' 

• We will examine new applications and provide a 
written tlrst coninumication regarding registra- 
tion within three mt)nths oKthe tiling date. 

• We will make a determination of the registrahil- 
itv of trademarks within 1 3 months of receipt of 
the application in the WO. 

• Wo will issue correct Notices oK Ahandonment 
within 4S days oKthe date the file was 
ahandonect. 

• We will issue correct Notices of Publishment 
within 30 da\'s of the date the file is approved. 

• We will mail correct certificates of registration 
within .seven days of the date of registration. 



Department of Defense 

Defense Finance and Acx:oun ting Shrvick 



We will provide prompt and accurate .ser\ ice for con- 
tractors/vendors: 

• Commercial ins i..ces will be paid berween 23 to 
30 days. 

• Progress paN'mcnis will be paid between five to 
.seven days. 

• Cost vouchers will be paid between 1 2 to 14 
da\'s. 

• Interest penalty will be l)etween 0 and .02 per- 
cent. 

Defense Logis rics Agency 

Defense National Stockpile Center Sales 

• Cai.siomer telephone inquiries will be an.swercd 
quickly and efFicientl\'. The goal is to an.swer 
them no later than the next business day. 

• Mail inquiries v, ill be answered within three 
business da\'s. 

• Depots will be notified the same day thai an 
award is made. This enables the depot to imme 
diatel\" [prepare goods for shipment with a goal 
to have material read\" tor shipnieiu within two 
business da\ s of the award 



Business 

Department of Housing and 
Urban Development 

Government National 
MoRrGAGE Association 

Issn('.< securities backed by Irdcnil Housing 
Ad))ii)iistriitio)i dfirl \ 'etotvis Arhiifiistr^itioii 
giunuvneed mortgages to increase the supply of capital 
arailable to fntaiice hoiisi)ig. 

• 9S percent of requests for commitment author- 
it\' .shall be processed within 48 hours of receipt 
for issuers of good standing. 

• All investor telephone ealls returned within 24 
he urs. 

• All investors' written correspondence will have a 
response prepared for signature within 1 5 work- 
ing days of receipt. 

Office of Housing/ 

Federal Housing Administration 

Mortgagee Approval Process 

Serres partners wishnig to participate ia the hHA 
))iortgage i)isiira)ice progra)>is. 

A nu)rtgaj];ee .submits an application with .supportinj» 
documentation and processing fee to the Held staf}. 

• Professional staff'anaKv.es the materials .submit- 
ted and makes acceptabilit)' determination, 

• StalF makes an on-site visit a.ssinninji availability 
of staffing and travel (unds. 

• Field ofllce submits recommendation for 
approval/di.sapproval to headquarters. Final de- 
cision is made b\' headquarters, 

• Standard: Processing time from tiic date of 
receipt o( the applicntion package to date ot final 
approval /reject ion is 45 calendar da\s. 

Section 2().^(k) Ilehabilitation Mortgage hisurance 
Program provides mortgage insurance for the 
purchase (or refinance) and rehabilitation ot single 
faniiK' properties. 

• Provides mortgage insurance after loan is closed 
by the mortgagee and it is submitted to HLU). 

• Standard: Processing is eompleted and a mort- 
gage certificate is is.sued to the mortgagee within 
10 days of'UL'D s receipt of the closed loan. 

Note: The OlFice of"! lousing is presently reviewing 
the p(issil)iliiy of\entrali/ing the mortgagee approv.^l 
process ii^ he.idcju.uters. C 'entrali/ing the process is 
exfKCied to improve service to our partners. 
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Department of the Interior 

BuRF^r OH L^ND Management 

MiDiii^es till aspects of 2'^() luillioH ticm offcdcntl 
l(wH tvul 5"^ }}iillio)i tiars of federal ttiineyal 
resources, 

W'c will always: 

• Treat you in a courteous^ cffKicMU, aiul 
professional manner ever}' time \'ou contact us. 

• \X ork w ith you to meet your needs w hile com- 
plying with laws and regulations. 

• Advise you it \'our request cannoi be filled in 
your initial contact w ith us, and tell \'0u who 
will respond to your request and when you can 
expect that response. 

Compliance and Enforcement 

linforcc»ie)itofreqi{ire))ie}ns, re^i/Lnio?is, (Vul Lues 
governing leases, pen? i its, gpwits, and other uses of 
lands and resources. 

• Vou will he advised of' the requirements tor the 
proper use ot public lands and resources. 

• Vou w ill he gi\en the in Form at ion you need re- 
garding the applicable Bl.M compliance and en- 
forcement process, ex peered time frames, and 
reporting requirements and responsibilities. 

• Vou will be treated fairly under laws and regula- 
tions. 

Information Access Centers 

Pro ride infornuition and products at coitral 
locations. 

• \ou w ill be greeted and your request will be ac- 
knowledged within five minuies of your arri\al. 

• ^'ou will receive the most current and accurate 
information about the public land that we have 
av ailable to the public. 

• ^'ou will receive available information within M) 
minuies of your in-person request. We will 
respond to \ our telephone or written inquiries 
w ith in five business days. 

Public Policy Involvement Opportunities 

Opportunities for you ta he itnvhrd iti our phnniiug 
proce<< aiul our niana^e?ne?it of resources. 

• N'ou will be provided with the opporiuniiN- to 
tell us how you think publick owned resources 
should be manai;ed. 



• As we develop plans, rules, and regulations for 
use of public resources, you w ill be asked for 
\'our ideas, 

• \ow will be afforded adequate time to make 
your comments and suggestions. 

Uses Requiring Authorization 

(rrazingper??iits, tnitural leases, atui rights of way 
tlun require prior ur/rten approval 

• You will receive a response to your phone mes- 
sages and letters, usualU' within five business 
da\'S. 

• You will be informed of what the transaction is, 
how your request will be handled, who will re- 
spond to \ our request, anci the date by which we 
expect to address \'our request. 

Bure/\u of Mines 

Provides infbnnation o?i niifwrals for use in assess i fig 
L \S. econotnic and defense iweds. 

• Vou will be treated with courtes)' ever\* time \'ou 
contact us. 

• We will provide \'0u with all the infbrmation 
you need, or obtain die information for you, 
with a minimum number of referrals to other 
organi/ations. 

• When \ ou call our public inquiries number for 
service, you will reach us on the first call. 

• We will an.swer your requests as quicklv as possi- 
ble, if we cannot give you the information you 
need at the time you call, we will do so within 
one working day or call yow back to let \ ou 
know the progress we are making on your 
request. 

• When \'ou ;.vrite to us recjuesting general infor- 
mation materials, we will mail them to \'ou 
within one working da\'. When \'Ou write and 
ask for more specific technical information, we 
will respond within five working davs with 
either the information you need or a postcard 
acknowledging receipt of your request and 
reporting the status of our respon.se. 

• We will provide you ea.sy access to our informa- 
tion. You. can talk to us from 6:30 a.m. to 6:00 
p.m. Ka.siern Standard finie. 

• \\V w ill make our information available 
elecironicalh' (INTHRNH I', CO-RO.M, Mines 
FAXBAC'K) and give you the in.structions and 
information you need to take advantage of tliese 
sources. 
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Minerals Management Service 

Offshore Minerals Management 

Alaska Regional Public Information Office — Pilot 
Project: 

• The buck stops here when it comes to assisting 
people lost and wandering in the bureaucratic 
maze of government. 

• Walk-in customers have priorit)' and will be 
promptly acknowledged and assisted as soon as 
possible. 

• All information will be current and correct. Staff 
will find the answer or find a more knowledge- 
able person to assist. We will never guess. 

• Not all questions have answers. If the answer 
can't be found, that fact will be reported to the 
customer. 

• Customers are never sent to another office or 
agency cold. Staff will check to ensure the office 
is the correct one and also that the contact per- 
son is available. 

• Before leaving* all customers will be asked, 
"Does this completely answer your question?" 

The Gulf of Mexico Public Information Office — 
Pilot Project: 

• When you enter our office you will be promptly 
acknowledged. 

• We will be sensitive to your information needs. 

• You can expect to be treated with courtesy at all 
times. 

• We will make a sincere effort to provide you 
with information in a timely manner. 

• We will strive to accurately respond to your re- 
quest. 

Pacific Regional Public Information Office — Pilot 
Project: 

• First class is our game and you will be treated 
the same. Customers visiting the Pacific Region 
are our number one priorit)'. 

• We will greet you with a smile and give you 
prompt assistance. Your needs are important 
to us. 

• We are as time-conscious as you are. We will tiy 
to get you what you need as quickly as possible. 

Royalty Management Program 

Farmington, New Mexico — Pilot Project: 

Our aim is to continually improve service to you. If 
you would like to make a tomnieni or complaint, 
please feel free to use the conunent card available 
from any of our eniplo) ees. 



• Prompt, personal attention (an interpreter will 
be provided if necessar)'). You will be treated 
with courtesy and respect. 

• Accurate information. Your questions will be an- 
swered before you leave, or you will receive peri- 
odic status reports until the issues are resolved. 

• You will not be sent to another office unless ab- 
solutely necessar)'. 

• Easy access to us. You can come to our office; 
you can call our free telephone number (1-800- 
238-2839); or we will meet with you at a more 
convenient location at your request. 

Oklahoma City — Pilot Project: 

• Assist our customers with the same high 
standards we expect as customers. 

• Listen to your royalty issues and assume respon- 
sibilit)' for coordinating the resolution of your 
concerns. 

• Meet you elsewhere to help you understand the 
royalr)' process as it affects you if you cannot 
come to our office. 

• Seek your ideas to help us improve our services 
by routinely requesting your input on our per- 
formance and professionalism. 

National Biological Survey 

Provides biological and ecological infonnation to both 
the public and private sectors. 

• Research Information Bulletins edited and pre- 
pared for distribution within 60 days of submis- 
sion of the draft manuscript. 

• Immediate electronic access to Research 
Information Bulletins that have already been 
edited and prepared for distribution. 

• Literature searches completed iuid sent to clients 
within five days of receipt of their request. 

• Research findings are tested for scientific qualit)' 
through peer review by other qualified scientists 
before publication. 

• 80 percent or more of our products rated by 
clients at or above level three on the following 
satisfaction scale: 

4. Ver\' satisfied 

3. Satisfied 

2. Dissatisfied 

I . Ver\' dissatisfied 

• These products will be accompanied by "Client 
Response" sheets inviting clients to voluntarily 
rate and comment on them. Results will be 
monitored and used in pursuit of constant im- 
provement. 
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• Our long-term goal is to achieve an average 
client satisfaction ra'"ing ver\' near level 4 — 
"\'er\' satisfied." 

Office of Surface Mining 
Reclamation and Enforcement 

liusiires that coal vihies are operated hi a manner 
that protects citizois and the eni'i'ro?nne?it. 

For outreach to coal field citizens and the coal 
industf)': 

• A meeting will be held in at least one site in each 
state to solicit comments regarding the oversight 
process and recommendations for review topics 
in the first quarter of evaluation \'ear 1 995. 

For abandoned mine land emergcnc)* complaints: 

• The initial site visit and determination of emer- 
genq* will be addressed within 48 hours of com- 
plaint. 

• The method to be used lo abate the emergenc\' 
will be determined within 30 days after the ini- 
tial complaint. 

• Emergenc}' declarations will be finalized by us 
within eight hours of receipt of the state submit- 
tal in states which administer the emergence- 
program. 

For abandoned mine land fee collections: 

• OSM-1 forms will he mailed out 30 days prior 
to the due date. 

• Fl-c Collections correspondence will be 
responded to within seven da\'s. 

• Telephone calli: will be responded to within one 
da>'. 

• Reftinds will be processed within one month 
after receipt. 

For state program amendments: 

• The availabilit)- of state program amendments 
will be announced in the Federal Register within 
20 business days after receipt. 

For OS\f s mine map repository' offices in Wilkes- 
Barre and Pittsburgh: 

• Ilach scheduled visitor will be provided prompt 
and courteous serv ice. 

• Letter and telefax requests will he answered 
within one working day. except for a request re- 
quiring extensive research and mass 
reproduction of mine maps. 

• Requested site loLations will he provided within 

minutes of your inquiry. 

• Materials wiP he available to help you identify 
and eiusih' locue the underground mine site. 



NXlien responding to inquiries. OSM personnel: 

• NXmII be courteous and helpftil when deiiling 
with people in person, by telephone, and 

in writing. 

• Will be timely with courteous explanation of 
contents of P'c5> state program 
documents, etc. 

• NX'ill respond to telephone calls within rsvo busi- 
ness days. 

Where OSM is the regulator)' authority we will pro- 
vide: 

• Timeh' and efficient access to public files. 

• inspection reports to permittees within 15 busi- 
ness da\'s. 

• The opportunity' to meet and confer with 
citizens regarding problems and issues relating to 
environmental protection and surface coal min- 
ing operations. 

For the OSM Applicant Violator S\'stem we will pro- 
\'ide: 

• Permit Recommendation F>aluations to the 
states within three business days of request. 

• Abandoned Mine Land EmergenO' Contract 
Award Evaluations within 4 hours of request. 

• Respond to outside industry' requests for infor- 
mation within three business days of request. 

• Respond to OSM, state and industry- requests 
for ad hoc computer reports within three busi- 
ness days of request. 

U>S> Geological Survey 

Minerals Information Offices 

• Lach customer will be treated with dignit)*, 
respect, and courtesy. 

• Each request will be researched using all means 
available to provide the highest qualit)' response. 

• Lach request will be anah'zed to determine what 
data are available that best suits each customer's 
needs. A plan will be developed to deliver the re- 
sponse in the format that best suits those needs. 

• Requests will be filled immediately, if possible; if 
not possible, a time for the reply will be 
established. 

• Opportunities for additional service will be ex- 
plored with each customer, as needed. 

Res ton Earth Science Information Center 

• W'e will [real each customer widi courtesy and 
respect . 
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• We will provide quick, thorough, and 
responsive access to product information and or- 
dering including the 1-800 number and 
electronic ordering. 

• We will eliminate processes, procedures, and 
rules diat are roadblocks to success. 

• There will be no unreconcilable mistakes 
allowed in the handling of the customers' 
accounts or money. 



Department of Labor 

Bureau of Labor Statistics 

The priucip(ilfediT(ilddta-ginheringageu^^^ Libor 
econontia, 

• We will let you know in advance when we will 
release our data. 

• We will be available when \*ou need us. 

• We will distribute data in the form that fits your 
needs ivs resources allow . 

• ^'e will provide you with the name and phone 
number of a person who can meet your data 
needs. 

• We will help you understand the uses and limits 
of our products. 

• We want to meet \'our needs. 

Employment Standards Administration, 
Wa ge and Hour Division 

Euforce$ Lihor staudtrds kws protecting workers. 

If you contact us with a question, you can expect: 

• A clear, concise and knowledgeable response to 
vour inquir)- within 10 business days. 

• Straii;htfor\vard information on how the law ap- 
plies to your circumstances and, when appropri- 
ate, publications or posters will be provided. 

If you are an employer contacted by Wage and Hour 
you can expect us to pro\'idc: 

• Understandable explanations of our 
enforcement process and our findings, whether 
there are violations of the law, and requirements 
for coming into compliance. 

• (Cooperation in completing our inwstigation as 
quickly as possible. 

• Cooperation in iiiiiiinii/.ing interruptions o\ 
your business operations. 

• Answers to your questions. 



Mine Safety and 
Health Administration 

Mandator)' complete mine inspections: 

• We will conduct complete inspections at all 
available underground mines four times a year 
and at all available surface mines f\vo times a 
)'ear. 

• We will examine our mandator)' regular inspec- 
tion process to insure the qualit)', flexibilit)-, and 
consisteno' of our enforcement process. 

Other mandator)' inspections and investigations: 

• We will complete other mandator)' inspections 
and investigations as provided for in the Mine 
Act including: initiating investigations of all 
miners* complaints of safct)' or health hazards 
normally within 24 hours; and initiating investi- 
gations of written complaints of discrimination 
within 15 days of receipt. If )'0u believe that a 
safet)' or health hazard exists at vour mine, )'ou 
can call iMSHA toll-free at 1-800-746-1554 — 
vou do ncc need to give )'our name. 

Quality and deliver)' of training products and materi- 
als to the customer: 

• We will emphasize mine-specific and on-site 
miner training when we evaluate proposals to 
provide training to miners from state mining de- 
partments and others (MSHA State Grants 
Program). 

Communication between jMSHA and the customer: 

• We will hold rulemaking hearings and topical 
health and safet)' conferences to provide forums 
for open discussion of health and safety- 
concerns. We will consistently hold these events 
in the mining regions. 

• will work with state and local institutions 
and associations to provide miners with useful, 
understandable information about mining 
health and safet)'. 

Occupational Safety and 
Health Administration 

Established to help make the Auierieau workplace as 
safe and healthful as possible. 

Employers can expect OSHA to: 

• I'ocus OSHA inspections on the most .serious 
hazards. 

• Be respectful and professional during 
inspections. 

• Melp tliem idem if y and control workplace haz- 
ards. 
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Department of State 

Bureau of Political-Military Affairs 

Wc will xssist hv: 

• Providing timely, professional, knowledgeable, 
and courteous ser\'icc to customers seeking guid- 
ance on registration, making applications for a 
defense export license or other approvals, 
requesting the status of specific licensing cases, 
or seeking guidance regarding compliance with 
export law and regulations, 

• Taking action on all license applications 
(appi. ve, disapprove, return without action, or 
coordinate with other offices) within 10 working 
days of receipt. 

• Informing each registered individual and com- 
pany with timely information on the status of 
their license application. For persons who do 
not have electronic access to the DTC (system), 
timely telephone responses are provided. 
Telephone inquiries are responded to by a 
responsible officer within 24 hours of receipt. 

• Providing timely and authoritative guidance to 
the U.S. defense industr)' regarding export poli- 
cies, procedures, and practices, based on 
interpretation of the International Traffic in 
Aims Regulations (ITAR), the Arms Export 
Control Act (AECA) and other pertinent laws, 
national interests, and multinational agreements 
or arrangements. This includes the presentation 
of and participation in organized seminars, in- 
house training, and other public outreach 
efforts, such as the Defense Trade News. 

• Enhancing automated data processing to facili- 
tate the electronic handling of requests for 
licenses and other approvals and increasing 
responsiveness to U.S. government requests for 
assistance. 

• Ensuring proposer compliance with U.S. regula- 
tions, effective investigative and prosecutorial 
enforcement actions, as well as administrative 
procedural follow-up against violators of the 
AECA and the ITAR. 

• Sur\'eying customer satisfaction periodically to 
solicit suggestions for improving 

n rC^ ser\'ices. 

Department of 
Transportation 

HuDBRAL Highway ApMiNisTRyvnoN 



Motor Carriers 

Fmures iafety an America !r highways and the safety of 
the vehicles using the highways. 

• We will inform you on even' major change in 
motor carrier regulations by providing you with 
a copy of, or information describing, the new 
regulations, or by conducting industry briefings, 

• We will provide information about regulator\' 
changes to trade associations, trade press, and 
other motor carrier publications. 

• You will receive information regarding changes 
in motor carrier regulations during our on-site 
reviews of your operations. You will also receive 
the specific information and materials needed to 
help you comply with the safety regulations. 

• ^X4len you call or write to us requesting 
information, we will provide the information to 
you u'ithin five working days of receiving your 
request. 

• We will work with state motor carrier safet)' en- 
forcement agencies to ensure no duplication in 
the scheduling of on-site reviews. 

• We will review your accident records and 
provide an accident prevention package to 
motor carriers that are experiencing accidents re- 
gardless of your safet)' compliance. 

• If you are a hazardous materials or p;issenger car- 
rier and receive an unsatisfactory safety rating as 
a result of our review, we will conduct a follow- 
up review within 45 days, as requested, to ensure 
you the opportunit)' to remain in business. 

• Wc will periodically collect information from 
the entire motor carrier industry' which will 
allow us to better ser\'e you. The information re- 
quest will ask if you are still in the motor carrier 
business, whether the nature of your business 
has changed, and how we can improve the infor- 
mation and technical iissistance we provide to 
yc^u. 

• We will work with state motor carrier regulatory 
agencies, insurance companies, trade 
associations, and other industr\' groups to iden- 
tify' motor carriers who may not know that they 
are subject to safety regulations. We will provide 
these newly identified motor carriers with the 
information they need to comply with safety- 
regulations. 

Fldkral Maritimk Administration 

Federal Ship Financing 

• We will evaluate the completeness ol your appli- 
cation and provide you with an initial response 
within 10 to 14 days. 



4 



7j 



Business 



• We will return your phone calls within 24 
hours. 

• We will respond to your information requests 
within one to three days. 

• We will provide you with status reports of your 
application progress on request. 

• We will process a complete application within 
60 days. 

• We will treat you with respect and courtes\' at all 
times. 

Federal Railroad Administration 

Railroad Safety 

• Install toll-free lines to FRA Office of Safet)' 
headquarters and regional offices. 

• Implement negotiated rulemakings — such as 
on trackside worker saferi' — in place of 
customarv'. cumbersome ar-^i's-length 
procedures. 

• Educate labor and management on inspection 
and enforcement procedures and use 
opportunit)' as listening post to seek feedback 
and suggestions. 

• Conduct inspection demonstrations and brief- 
ings, including training videos, in partnership 
with labor and management customers. 

• Conduct in-depth sur\'eys of all major customers 
to improve customer ser\'iccs. 

• Voluntary' compliance: Develop safet}- profile 
foi all Class 1 railroads and work with three rail- 
roads to develop system wide safet)' management 
plans. 

• Train small railroads on safet\- rule compliance 
and provide assistance to resolve safet)' issues. 

• Reduce a\'crage time from receipt to resolution 
of safety complaints to 60 days. 

• Use mentoring techniques to model best 
practices in safer)' performance: Bring together 
an exceptionalK' safe railroad with a railroad that 
needs improvement. 

• Work with states to prepare inspection 
schedules; meet with states annually to minimize 
the disruption caused by duplicate scheduling. 

• investigate inspection complaints from railroads 
within 10 working days. 

U.S. Coast Guard 

Commercial Fishing 

Our standards call for: 



• Protecting critical spawning and nurserv' 
grounds annually. 

• Reducing the adverse impacts of By-Catch 
annually. 

• Maintaining 24 hours/day, seven days/week 
search and rescue ser\'ices on demand. 

• Providing 24 hours/day, seven days/week 
Radionavigation serx'ices and operation of the 
VHF-FM national distress system, Channel 16. 

• Providing 24 hours a day, seven days a week 
navigation information serx'ices at 703-313- 
3900. 

• Maintaining surx'eillance of our nation's 
Exclusive Economic Zone to prevent poaching. 



Department of the Treasury 

Bureau of Alcohol, Tobacco 
AND Firearms 

Nonbeverage Section 

Examines fowiuLis and analyzes samples to detenu ine 
if products qualify for tiix refioids. 

We will: 

• Approve, disappro\'e or identii}' deficiencies of 
submissions within 10 working days. Unusually 
complex products may require additional time, 
but these account for less than 10 percent of 
submissions. 

• Respond to your telephone requests for informa- 
tion and assistance by the end of the following 
business day. 

• Hold in the strictest confidence all information 
you provide us about your product formulas and 
manufacturing processes. 

• Apply the same criteria to the evaluation of for- 
mula submissions from all our customers. 

Product Compliance Labeling Section 

Issues label certificates to the alcoholic beverage indus- 
try. 

We will: 

• Approve or reject your formal label application 
within nine calendar days of receipt. You will he 
notified by phone, fax, or in writing if the pro- 
cessing will exceed nine calendar days. 

• (xMiiment on proposed (informal) labels within 

1 S calendar days. You will be notified by phone, 
fax, or in writing if our review will exceed 1 5 
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calendar days, 

• Respond to your correspondence within 21 
days. You will be notified b\' phone, fax, or in 
writing if, for any reason, we can send only a 
partial reply. \X'e will tell you how long it will be 
before we can answer your questions fulK'. 

Office oh the Comptroller 
OF the Currency 

Sitpen'iscs tind cxamiues fedenilly chartered uatiounl 
htviks. 

We've set the following standards to let )'ou know 
what to expect ot us and what we can expect ot you. 

Before examination: 

• Telephone contact — The examiner-in-charge 
(EIC) will normally contact the bank's chief ex- 
ecutive officer (CEO) by telephone before the 
examination begins to outline the scope and ob- 
jectives of the upcoming examination. The EIC 
will prov ide information about examiners' 
schedules, staffing levels and projected on-site 
time. The EIC will also identify' bank needs and 
areas che bank wants OCC to re\'iew. 

• Written contact — At least three weeks before 
the examination, the EIC will normally notif)' 
the bank, in writing, of the: 

— examination start date, 

— scope and object i\ es of review, 

— advance information the bank must 
provide to the examination team, 
with due dates, 

— information the bank musi have available 
for the examiners at the onset of the exami- 
nation, and 

— name and telephone number of the OCC 
contact. 

• Team preparation — Before the start of the ex- 
amination, the examination team will review: 

— information provided b\' the bank, 

— prior examination:., 

— pertinent consumer or fair lending 
complaint information, and 

— the office's C.ommunirv Reinvestment Act 
(CRA) file. 

• Community contact — The l^IC". or the OCC-"s 
appropriate C^RA Officer will contact a sample 
of locally based customer, conununirv', small 
business, and government groups lor 
information before or during a CRA 
examination to give them the opportunity to 
provide input into the examination. Starting in 

OCC will publish a list of the CR/\ exam- 



inations scheduled For the upcoming quarter, at 
least 30 da)'S before the beginning of each calen- 
dar quarter. 

During examination: 

• Entrance meeting — At the start of the exami- 
nation, the EIC will hold an entrance meeting 
with the bank's CEO and appropiiate members 
of senior management and/or board of directors. 
At this meeting, the EIC will: 

— explain how the examination team will con- 
duct the examination, 

— establish the way examiners will communi- 
cate with bank, management and employ- 
ees during the examination, 

— explain the role of each examiner, and 

— answer any questions. 

• Examiner conduct — Examiners will: 

— ensure confidentialit)' of records, 

— conduct meetings ana gather information 
efficicnd)' to minimize disruption, 

— adhere to schedules for meetings, appoint- 
ments, and providing updates to bank 
management during the examination, 

— discuss needs for timely information, 

— be respectful of the opinions of bankers and 
localK' based groups, 

— handle any conflicts in a tactful and profes- 
sional manner. 

• Examination management — The EIC usually 
will be present throughout the examination. 
Field managers, or their designees, will visit or 
call during on-site examinations. 

After the examination: 

• Exit meetings — At the completion of the 
examination, the EIC will meet with the bank's 
management. This meeting will rank the issues 
identified in the examination and help manage- 
ment understand which areas present the most 
risk to the bank. At this meeting, bankers may 
respond to OCC concerns, provide clarificaiion, 
or ask t|uestions. I he examiners will ask for 
bank nianagements's commitment to correct 
weaknesses noted during the examination. 
Before the report of examination is finaliz':d, the 
examiner will provide a draft of the portions of 
the report of examination titled Exttvihuttitui 
Coficlusions diid A Litters Requir 'nig Board 
Atteutiou so that bank management ma)" review 
them for accuracy. I he I'.xamination 
C^oncliisions section will explain why OCC cited 
the deficiencies. Examiners will offer examples of 
acceptable solutions. In preparing those conclu- 
sions, the examiners will consider the 
importance of their recommendations and tlieir 
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inij.act, such cis in cost, on the bank's 
operations. 

• Board of Directors meeting — OCC will con- 
duct the meeting after the board has reviewed 
the draft report of examination or a synopsis of 
examination findings, At the board meeting, the 
examiners will describe: 

— any major concerns, 

— what the bank is doing well, 

— what OCC expects the bank to lo and 
when, and 

— industry' issues affecting the bank. 

At the board meeting, OCC will provide an opportu- 
nit)- for the board members to provide comments 
and to ask questions. 

• Report of examination — The fmiil report of ex- 
amination will be consistent with findings and 
conclusions communicated to the bank during 
the examination. 

• Follow-up activities — Examiners with ongoing 
responsibilit)' for superv ising banks will: 

— respond to information received from the 
bank within 30 days of receipt, and 

— document follow-up activities in OCC's su- 
pen isor)* monitoring system. 

Office of Thrift Supervision 

Responsible for reguLn/ng thrift institutions and au- 
diting the fijiaucidl soinidfiess of these institiuiofis. 

• A member of your OTS supervisor)' team will 
contact you at least semi-annually between 
examinations and will be available to meet as 
ticeded. 

• We will provide vou with the names and phone 
numbers of your super\'isor\' team members. 

Pre-cxamination process: 

• We will mail the Preliminar\* Examiner 
Response Kit (PERK) at least four weeks before 
an examination begins, and it will include an ap- 
proximate examination start date. It will also in- 
clude a point of contact at OTS. 

• We will focus our PERK request on only that 
information nccessar\' to facilitate the examina- 
tion. 

• We will ensure stafV continuity from one exami- 
nation to the next, 

• We will provide an estimate of the staflnig levels 
and time required to conduci the examination ,ii 
least four weeks before an examination. 

• We will conduct concurrent examinations, but 
will consider re(]uests to conduct non- 
concurrent examinations. 



Business 

Exam illation fieldwork: 

• On the first day of the examination, the 
Examiner-in-Charge will schedule a meeting 
with the Chief Executive Officer or a representa- 
ti\'e. 

• We will meet at least weekly with appropriate 
institution personnel to convey issues, concerns 
and examination findings to date. 

• We will conduct an exit meeting to summarize 
key findings, make recommendations, and 
receive and consider management's responses. 

Post-examination process: 

• We will deliver the report of examination within 
30 days after completion of fieldwork to institu- 
tions rated 1 or 2, and within 45 days for those 
rated 3, 4, or 5. 

• We will entertain requests from healthy, well- 
run thrifts that wish to forgo a board meeting 
from time to time. 

• W^en a board meeting is conducted, we will 
make e\ er\* reasonable effort to schedule it in 
connection with a regularly scheduled board 
meeting. 

U.S. Customs Service 

Enforces over 500 Liws regarding importation of 
merchandise. 

Informed compliance: 

• Customs field offices will respond to your 
request for a binding ruling within 30 days un- 
less the issue must be referred to a Customs at- 
torney, in which case rulings will be issued 
within 120 days of receipt. 

• Customs will make all rulings available on 
diskettes by subscription at a nominal fee, 

• Customs will provide at least t^vo weeks ad\'ance 
legal notice of all changes to its regulators' proce- 
dures. 

Transaction processing: 

• Customs will iiotift* the importer and/or the 
broker of any detention within five working 
days. 

• (^.ustoms will issue an administrative decision re- 
garding the detention within 30 days o\ the de- 
tention. 

• CAistoms will respond to any inquiiT made ol 
those teams within four business hours. 

• If that entr\' is electronically transmitted, 

C 'usioms w ill review these docaiiKnts and grant 
quota acceptance status, if appropriate, within 
six business hours ol prcsenraiion. 
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• C'ustoms will reject unacceptable records that do 
not involve antidumping or countervailing du- 
ties within 30 days ot receipt. 

• Customs will liquidate entr\' summaries involv- 
ing antidumping or counter\'ailing duties within 
six months from Customs receipt of liquidation 
instructions from the Department of 
C*ommerce. 

Fines, penalties, and forfeitures: 

• Customs may allege that imported goods arc 
being entered or introduced in a manner 
contrary' to law. Some of these laws permit the 
assessment of fines or penalties, while others au- 
thorize seizure of the merchandise. In either 
case, you will be notified in writing of the allega- 
tions, your right to request an oral presentation, 
and your right to submit a written petition seek- 
ing remission or mitigation of any such penalties 
or forfeitures. 

Automated Commercial System (ACS) availabilit)': 

• The Automated Commercial System (ACS) will 
be available for use 99 percent of scheduled op- 
erating hours, 

• On-line transactions will be completed in less 
than seven seconds. 

• Batch transactions will be turned-around to the 
user's terminal in no more than 15 minutes for 
the Automated Broker Interface; five minutes 
for the Air Manifest Interface; and 15 minutes 
for the Sea Manifest Interface. 

• There will never be a phone wait of more dian 
60 seconds before a caller is coiuiected with a 
Help Desk technician. 

Environmental Protection 
Agency 

Environmkntal Permitting 

RcgnLitcs HUiste disposal and discharges iuto the air 
and water. 

We are: 

• Obtaining favorable community reaction to the 
permitting process as determined by sun'eys 
conducted after a permit has been issued. 

• Defining the estimated time frame \o issue vari- 
ous permits. This may require the use of 
state/ H PA gram requirements. 

• l'.stal)lishing the number of resubmit tnls it will 
take to get a compleie application. If all deficien- 
cies are clearly identified it should only take one 



rcsubmittal. More that indicates a problem that 
needs to be addressed. 

• Establishing a goal to me;tsure the level of 
understanding of permit conditions, possibly by 
counting the number of facilities out of compli- 
ance. 

• Establishing an unacceptable number of permits 
that are appealed, and by whom, A large num- 
ber of citizen appeals may indicate a problem 
with the public participation process. 



Equal Employment 
Opportunity Commission 

Investigates and litigates charges of employment 
discrimination in private and public (includingfed- 
eral) sectors; conducts training and informal ional ac- 
tivities for employers, unions, and community 
organizatiom. 

Businesses can expect us to: 

• Treat you with respect and dignit)'. 

• Look at the way we do business and the way we 
relate to you and others using our procedures; 
we want to find ways to improve the qualit)' and 
speed of our services. 

• Involve respondents like you to help us under- 
stand what you want, what you need, and what 
you think about the way we serve you. 

• Support our front-line employees by giving 
them the tools and knowledge they need to pro- 
vide the best possible sen'ice to you. 

• Strengthen our commitment to customer 
sen'ice. 

ExpoR. Import Bank of the 
United States 

Helps with financing exports of US. goods and 
sen 'ices, 

• The Buyer Undei^vriting staff will: 

— process 85 percent of short-term 

applications within two weeks of receipt of 
a complete application, and inf orm the cus- 
tomer biweekly of the status of the 
additional 1 5 percent until resolved. 

• The Exporter Underwriting staff will: 

renew ^)() percent of the multibuyer policies 
before the anniversar)' dale and inform the 
customer biweeklv of the status of the nddi- 
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tioiial 10 percent until resolved. 
The United States Division will: 

— process 80 percent and an additional 5 per- 
cent of all Preliminar)' Comniitmcnt and 
Final Commitment transaccions within 
four and six weeks, respectivcU', or receipt 
of a complete application, and 

— process 100 percent of all Preferred Lender 
Program transactions within 10 business 
days of receipt of a complete application. 

The Business De\'elopmcnt Group staff will: 

— respond to all telephone inquii ics within six 
business hours with 85 percent handled 
without a call back. 

— respond to all fe/lettcrs within two 
business days of receipt. 

— screen incoming working capital, 
medium/long-term loan and guarantee ap- 
plications for completeness for processing 
by program divisions, 85 percent within 
two business days, and 100 percent within 
three business days. 

— process 100 percent on Letters of I merest 
for medium-term transactions within seven 
business days of receipt of a complete appli- 
cation. 

• The Export Finance Ciroup staff will achieve ac- 
tion on complete applications for Preliminarv' 
Commitments and Final C^.ommitments under 
the direct loan or guarantee programs on: 

— 90 percent of Loan Committee ci^ses widiin 
four weeks, and inform the customer 
biweekly of the status on the additional 10 
percent, until resolved, 

— 75 percent of the Board cases within six 
weeks, and inform the customer biweekly 
of the status on the additional 25 percent, 
until resolved. 

• The Claims and Recover)' Division will: 

— process at least 90 percent of all cash receipt 
collections for existing claims within 20 
business days of receipts, 

— acknowledge claims field under all 
programs in writing to theclaima'n within 
x\vo business days of receipt. 

— correspond widi any claimant whose claim 
is incomplete widiin five business days 
from documentation or information must 
be submitted. 

— present U) die Loan Coniniitur or Board ot 
Directors or resolve under delegated 
auihoriiy 100 pcrceni of claims submitted 
under the Insurance and Working (Capital 



Guarantee programs within 30 business 
days of receipt of a complete application, 

• 'Lhc Public Affairs and Publications .sta^f^vill: 

— respond to 100 percent of public inquiries 
within 24 hours. 

• The staff will provide the customer with clear 
reasons on 100 percent of final decisions, both 
approvals and denials, within two business days, 

• The staff will address customers' concerns 
within two business davs of contact. 



National Aeronautics and 
Space Administration 

Aeronautics Enterprise 

Aggtrssively pursues the idemificatmh developments, 
validatiou, transfer, application, and commcrcializa' 
tion of aeronautics techiologies. 

We commit: 

• To meet all major milestones on schedule and 
cost, more than 95 percent of the time, 

• To ensure that we are managing our aeronautics 
program to accomplish our vision and mission. 

Human Expi.OR/VnoN and Development 
OF Space Enterprise (HEPS) 

• NASA will provide its current and prospective 
customers with credible, reliable, responsible in- 
formation and services, 

• NASA will communicate clearly how our 
customers can participate in the HEDS 
enterprise so that the customers understand the 
proces.ses and can communicate their 
requirements and expectations back to NASA, 

• NASA will increase the number of research and 
development partnerships with industr\' and 
academic institutions, 

• NASA will use the latest computer and informa- 
tion systems technology to improve ptiblic 
awareness of NASA technologies, expertise, and 
facilities. 

• NASA will encourage multicultural 
participation in all aspects of NASA and HLDS 
activities, 

• NASA will enipliasi/e opportunities for small 
and disadvantaged businesses and historically 
black colleges and universities to participate in 
HKDS-related initiatives. 
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In the near term, NASA and the HEDS enterprise 
are committed to: 

• Safely fly an average of six to eight shuttle flights 
a year. 

• Conduct six robotic solar system missions sup- 
porting HEDS prior to 2000. 

• Provide approximately 500 cubic feet per year of 
on-orbit experiment volume for crew-tended 
space research and development. 

• Provide approximately 1 20 cubic feet per year of 
on-orbit experiment volume for commercial ini- 
tiatives. 

• Develop and maintain a space station with con- 
tinuous human presence by 1998. 

• Provide approximately 1 ,800 cubic feet of exper- 
iment volume for space research, development, 
and commercialization after the space station is 
completed in 2002, 

• Accelerate the timetable to conduct space 
research by a factor of two in the space station 
timeframe. 

Space Technology Enteri>rise 

Piotieers, with industry, the developmeut n)id use of 
space technologies to seaire natiofial economic compet- 
itiveness and to support space missions. 

SfJt will: 

• Conduct periodic workshops with industry' par- 
ticipants to discuss the issues and implications of 
commercial technolog)' polio'. 

• Implement new commercial technology- 
practices related to: 

— contiactor-developed technology' commer- 
cialization, 

— industr\^-technolog\' development partner- 
ships, 

— dual-use technology' developmenr, 

— commercial technology acquisition, 

— small business technology development and 
com mercialization , 

— regional alliances, and 

— post-technology development difVusion. 

• Intensify commercial technology efforts by im- 
plementing an integrated industry-focused mar- 
keting plan emphasizing the commercial 
potential of NASA-supported technology. 

• Establish metrics to manage all of NASA's col- 
laboration with industry. 

• Provide training to employees, contractors, and 
grantees to enhance their understanding of the 



national context of technology 
commercialization and equip them the skills 
needed to support the mission. 

• Use an electronic network to connect and man- 
age all field and headquarters technology profes- 
sionals and to take advantage of the benefits of 
electronic commerce. 



National Mediation Board 

Assists in maintaining a fire flow of commerce hi the 
raib'oad and airline hidusti'ies by resolving disputes 
that could dismpt navel or imperil the economy. 

You can expect our staff tc; meet the following stan- 
dards: 

• At least 90 percent of representation cases not 
involving a participant's request for Board-level 
action will be completed within 90 calendar 
days of docketing. 

• In at least 90 percent of representation Ciises 
involving a pan ici pant's request for Board-level 
action, the NMB staftWill submit a recommen- 
dation to the Board within ISO ailendar days of 
docketing and the Board will resjx^nd within an 
additional 30 ailendar days. 

• An updated NMB Representation Manual will 
be made available to the public during fiscal vcar 
1995. 

• An NMB investigator will be assigned to investi- 
gate representation cases within five business 
days of docketing. 

• Representation and mediation applications will 
be responded to within three business days fol- 
lowing their receipt by the NMB. 

• All NMB mediators will have received training 
on innovative/enhanced mediation approaches 
by the end of fiscal year 1995. 

• At least two training/orientation opportunities 
will be made available to the parties by the end 
of fiscal year 1995 regarding methods to reduce 
the volume of railroad grievance cases pending 
resolution. 

• A rb i trato rs co m pe nsated by the N M B will be 
sent their payment within 14 days following the 
NMB's receipt of an appropriate voucher. 

Small Business 
Administration 

Provides direct or indirect fniancirig to snudl or disad- 
vantaged hushu'ss to promote small business fonnatiofi 
and growth. 
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7(a) Guaranty Loan Program: 

• As an applicant for financial ;issistance, you can 
expect to have an answer from SB A within t\vo 
weeks of our receipt of your completed applica- 
tion from your lender. If the application is 
processed through either the Preferred Lxrndcr 
Program (Pl-P) or the Certified LxMider Program 
(CLP) an answer can be expected within 24 
hours or three working days respectively. 
Compliance with this standard is me;Lsured and 
monitored by random computer validation. 
SBA representatives from the Loan Poliq' and 
Procedures Branch, Central OfFicc. the PLP 
Processing Center, or the applicable district of- 
fice will be available to receive customer 
feedback. 

Low Documentation Loan Program (LowDoc): 

• As an applicant for financial assistance of 
$100,000 or less you can expect to have an an- 

. swer from SBA within three business days from 
receipt of your completed application. 
Compliance with this standard will be measured 
and monitored by routine monthly 
management reports. SBA representatives from 
the Loan Policy and Procedures Branch, Central 
Office, or the applicable district office will be 
available to receive customer feedback. 

Green Line Program: 

• As an applicant for financial assistance to finance 
short-term, c\'clical, working capital needs, you 
can expect to have an answer from SBA within 
v\vo weeks of receipt of your completed applica- 
tion from your lender. Compliance with this 
standard is measured and monitored by random 
computer validation. SBA representatives from 
the Loan Poliq' and Procedures Branch, Central 
Office, the PLP Processing Center, or the 
applicable district offiice will be available to 
receive customer feedback. 

Secondars' Market: 

• As a lender who holds business loans guaranteed 
by the agency and decides to sell the guaranteed 
portion of these loans in the secondar}' m.arket, 
you can expect to ha\*e all sales settled within 48 
hours of receipt of adequate documentation. 
Compliance with this standard is measured and 
monitored by weekly verification of program ac- 
tivity'. The SBA Director of Secondar)' Market 
Sales will he available to receive customer feed- 
back. 

502 Local Development C^ompany Program: 

• As an applicant for financial assistance for long- 
term fixed asset financing in a rural area, you can 
expect to have an answer from SBA within 10 
days of receipt of your completed application 
from your lender. Compliance with this 
standard is measured and monitored bv routine 



monthly reports. SBA program representatives 
from the Office of Rural Affairs and Economic 
Development, Central Office, or the applicable 
district office will be available to receive 
customer feedback. 

S()4 Certified Development Company Program: 

• As an applicaju for financial assistance for long- 
term fixed asset financing through a certified de- 
velopment company (CDC), you can expect to 
have an answer from SBA within 10 days of re- 
ceipt of your completed application from the 
CDC. If the application is processed through 
one of the CDCs participating in the pilot ini- 
tiative, Accredited Lender Program (ALP), an 
answer can be expected within five days. 
Compliance with this standard is measured and 
monitored through routine monthly reports. 
SBA program representatives from the Offiice of 
Rural Affairs and Economic Development, 
Central Offiice, or the applicable district offiice 
will be available to receive custome; feedback. 

Minority Enterprise Development Program: 

• You may expect to have an anti'wer on your ap- 
plicition for 8(a) certification within a 90-day 
period after receipt of your completed 
application. We will measure and track all pro- 
cessing of 8(a) applications to ensure compliance 
with the 90-calendar day processing time frame. 

• As an 8(a) certified firm you can expect to have a 
full nine-year term in the 8(a) program. During 
that period, you will benefit from specialized 
training in management, marketing, 
procurement processes, and access to federal 
contracting using the 8(a) process. Compliance 
with this standard will be measured through pe- 
riodic review of the district office by regional 
staff. Customer feedback H'ill be received and 
evaluated through written surveys and informal^ 
periodic town h^Jl meetings. 

Women's Business Ownership: 

• As a potential loan applicant, you can expect to 
receive loan information from OWBO within 
two weeks after we receive your request. Loan 
information packets will include the names of 
certified and preferred SBA lenders in your area, 
a listing of microloan sites, alternative financing 
possibilities, LowDoc and Green Line brochures, 
and in certain locations, information on the 
Women*s Prequiilification Pilot IxDan Program. 
Feedback can be directed to OWBO bv calling 
(202) 205-6673. 

• You can expect to receive information about the 
Women's Network for Entrepreneurial Training 
(WNE P) mentor program within two weeks of 
our receipt of your request. 

• ^'our local SRA district office will provide \'ou 
with information on the availability of long- 
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term training and counseling through one of our 
39 Demonstration Program sites that serve 20 
states. You will receive information within two 
weeks of your request. Programs are monitored 
continually, and quarterly reports on operations 
and activities are made to OWBO. Please direct 
vour comments and suggestions to OVC^O at 
(202) 205-6673. 

Disaster Loan Program: 
• As a disaster loan applicant, \\ni can expect to 
have an answer on your application within seven 
days to three weeks of our receipt of your com- 



pleted application. This time frame will be met 
in 95 percent of the applications. Timeliness will 
be tracked through internal records of the Office 
of Disaster Assistance. SBA representatives will 
be available at temporary' offices set up in disas- 
ter areas and through a 1-800 telephone number 
that will be advertised in the disaster area. 
Complaints and other feedback can be made to 
the local SBA representatives, the Disaster Area 
Office, or the Office of the Associate 
Administrator for Disaster Assistance, SBA, 409 
Third Street S.W., Washington, DC 20416. 
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The General Public 



NATIONAL 




REVIEW 



Department of Agriculture 

Economic Agencies 

Economic Research Service, World Agricultural 
Outlook Board, and National Agricultural 
Statistics Service 

Provide hifonnation and analyses for improving the 
petforniam e of agrictdtnre and the ufell-being ofmral 
America. 

We will: 

• Respond to each customer in a courteoius and 
helpful manner. 

• Accurately direct you to the person or agency 
with the information you need. 

• Provide complete, accurate information about 
"^ur programs, products, and services in plain 
language. 

• Nlake it Ciisy to find and order reports. 

• Deliver promised information promptly. 

• Explain why, when we cannot meet your 
request. 

• Deliver services without discrimination on the 
basis of race, color, national origin, sex, religion, 
age> disabilit)', political beliefs, and marital or 
family status. 

Service vou can expect from the ERS-NASS sales 
desk: 

• Your call will be answered promptly and courte- 
ously by a knowledgeable operator. 
Occasionally, the volume of calls may require 
that your call be placed on hold for a short time, 
but we wop.'t forget you! 



• If you are calling for the first time, the operator 
will ask for your name and address and will give 
you a customer ID number to expedite your 
next order. 

• Orders for monographs, electronic data 
products, and single copies of periodicals will be 
mailed first-class within five working days. 

• Payment choices include Ma.sterCard or Visa, or 
check or money order (U.S. fi.mds only). 

• You will receive two renewal notices before sub- 
scriptions expire. 

• ERS-NASS operators can answer your questions 
regarding the current status of your account, in- 
cluding payment, issues due, billing, and other 
questions. Errors will be corrected promptly. 

• You can request expedited shipment of your 
order via Federal Express at your expense. 

Field Service Centers 

Agricultiu'al Stabilization and Conservation 
Service, Farmers Home Administration, Federal 
Crop Insurance Corporation, Rural Development 
Administration, and Soil Conservation Service 

Provide one-stop shopping for USDA assista?/ce. 

• You will be treated with courtesy and respect. 

• You will be assisted by a polite, responsive, and 
knowledgeable staft*. If we get things wrong, we 
will explain what happened and will make them 
right. 

• You will he given prompt and reliable ser\*ice. 

• We want to respond quickly and accurately to 
your requests for information, loans, payments, 
and technical assistance. We will put you in 



ERIC 



Appendix B: Text of Customer Service Standards 



touch wirh the person on our stafF who can best 
handle your request. If we cannot handle your 
request quicid)', we will tell you how long it will 
lake, We are working on more specific standards 
for each of our ser\'ices and will have these to 
you by June 1995. 

• You will be given information that is clear, reli- 
able, and easy to understand. 

• We will explain to you \\o\\' our programs work, 
what benefits )'ou can receive, whether you are 
eligible, and how you can apply. We are 
committed to making sure the information we 
give you meets >'Our needs. We want to work 
with you to continually improve the 
information we give you and the way you 
receive it. 

• You will be given forms that are easy to under- 
stand and complete. Our forms are an 
important way of getting information from you. 
We want to continually improve them so that 
thev are easy for you to fill out and provide us 
with the information we need to serve you. 
W^hen we revise our forms or create new ones, 
we will consider to your suggestions. 

• We will work closely with other government 
agencies such as the Cooperative Extension 
Ser\'ice and state and local agencies to ensure 
that our work is mutually supportive and our 
policies and regulations are consistent. 

Food Safety and Inspection Service 

Ensures that meat and pouhy products that cross state 
borders are safe, wholesome, and accurately Libeled. 

You can expect FSIS to: 

• Be innovative, forward-thinking, and continue 
to look for wa\*s to improve how we inspect 
meat and poultr)* products and protect the pub- 
lic health. 

• Provide you with up-to-date information on 
food saferv issues through the USDA Meat and 
Poultr)' Hotline (1-800-^35-45^5). 

• Solicit and consider your idc;is to assist us in 
making polio" and program improvements. 

• Provide uniform inspection in meat and poultr)- 
plants across the United States and hold them all 
to the same high standards. 

• Ensure thai the meat and poultr)- products you 
buy have safe-handling instructions on them. 

• Insestigatc and prosecute people and businesses 
that violate meat and poultry laws. 

• C?ontinue working: with industry to improve our 
current inspection system using new science and 
technological advances. 



Department of Commerce 

National Oceanic and 
Atmospheric Administration 

National Weather Service 

If you're using our forecasts or warnings of emergen- 
cies, you are our customers and this is what we'll pro- 
vide to you: 

• State-of-the-art equipment and technologies 
' allow NWS to operate the most ad\'anced 

weather and water forecast and warning system 
in the world. 

• We continue to increase advance warning times 
for se\'ere weather. Currently, warnings of less 
than 10 minutes are npical for thunderstorms 
and tornadoes. With new technologies and 
increasing numbers of better-trained hazardous 
weather spotters, as much as 30 minutes warning 
may be possible before the se\ere weather occurs. 

• We issue routine forecasts ever\' four to six 
hours, but we continuously update and amend 
our forecasts and warnings during changing 
weather. 

• Our goal is to work with the private sector to 
make NOAA Weather Radios as common as 
smoke detectors — to place NOAA Weather 
Radios wherever people congregate, including all 
schools, hospitals, and nursing homes to provide 
weather warnings which can save lives. 

• New technologies are being developed for per- 
sons with disabilities such as the hearing- 
impaired. 

• Development of new products and serv ices 
biised on user requests and requirements is a top 
priority". 

• We have improved long-range forecasts, better 
serx'ing the general population, and America's 
agricultural, transportation, and other economic 
interests. 

Office of the Secretary 

Office of Consumer Aflfairs 

NXlic never you contact our office: 

• We will always treat you fairly and courteously. 

• We \N ill answer the telephone on or before the 
third ring. You will speak to one of our start. On 
the rare occasion when no one is available, you 
ma\' leave a message on our answering machine 
and we will return your call on the same day or 
the next working day. 



The General Public 



• Our letters to \'ou will al\va\'s be written in plain 
language. 

• If for some reason we can't meet the standards 
given below, we will send you an interim 
response explaining when you can expect our 
ftill reply. 

If \'ou contact us about a consumer complaint: 

• \X'e will respond to your complaint letter within 
10 working da\'s, 

• As appropriate, our written responses to 
complaint letters will provide \'ou with 
additional sources of information and redress, 
and will include a complaint-handling fact sheet. 

• If you telephone us with a complaint, we will 
advise you on the telephone. If a complaint spe- 
cialist is not available, we will return \'Our call by 
the next business da\'. 

If \'ou contact us with an inquir\' about the 
Department of Commerce or ask for other informa- 
tion: 

• We will answer your written inquir\' within 10 
working da\'s. 

• If you telephone us, you will speak to a knowl- 
edgeable person who will answer \'our question. 
If we don't know the answer, we will find some- 
one who does. If we need to refer \'ou to another 
office, our referrals will be prompt and accurate. 

If you request one of our publications: 

• Publications will be sent out within five days of 
receiving your request. 

• rhey will be written in plain language, and will 
be easiU* understood and appropriate for our au- 
diences. 

• Consumer publications will be available in large 
type, on request. 

Office of Public Afiairs 

• We will provide prompt responses to teleplione 
requests for information. We will be pleasant and 
courteous in helping our calling customers locate 
information, publications, and ser\ ices. Anytime 
we are unable to supply information immediateU- 
or refer the caller appropriately', we promise to 
find answers and return the telephone call within 
24 hours. 

• We will respond to \'our letters within five 
working days. Our replies will be clearly written 
and will address specific concerns or requests for 
information. 

• Our external publications will be writien clcarl\- 
in easily understood language and in an 
informative maiuuT. 

• We will strive to ideniify you. our customers, so 
we can improve the department information 
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available to you not only b\' mail, but also via 
electronic media. 

• We guarantee accountability to our customers. 
We will use customer suggestions, complaints, 
and other feedback to improve our ser\'ices. 



Department of Defense 

The American public will be assured that the 
Department of Defense will do everything possible to 
defend Americans and American interests. Ameriain 
confidence in tho.se running the military will be at a 
high level. 

Defense Logistics Agency (DLA) 

Defense Reutilization and Marketing Service 

Handles sales of excess material to the public, 

• Courteous relations 

• Understanding needs 

• Satisfaction 

• Timeliness of actions 

• Open to suggestions 

• Maximum assistance 

• Environment that is businesslike 

• Rcliabilit)' of information 

• Serv'ice 

Office of Public Affairs 

• Information will be made fully and readily avail- 
able, consistent with statutory' requirements, un- 
less its release is precluded by current and valid 
securit)' classification. The provisions of the 
Freedom of Information .Act will be supported 
in both letter and spirit. 

• A free fiow of general and military' information 
will be made available, without censorship or 
propaganda, to the men and women of the 
Armed Forces and their dependents. 

• Information will not be classified or other\vise 
withheld to protect the government from criti- 
cism or embarnissment. 

• Information will be withheld onK* when disclo- 
sure would adversely affect national securit)* or 
threaten the safety or prlvae\' of ihe men and 
women of the Armed Forces. 

• I'he department's obligation to ; rovide the pub- 
lic with information on its major programs ma\' 
require detailed public affairs planning and coor- 
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dination within the department and with other 
government agencies. The sole purpose of such 
actiN'if)' is to expedite the flow oF information to 
the public: Propaganda has no place in 
Department of Defense public affairs programs. 

U. S. Army Corps of Engineers 

Disaster Response and Recovery 

Supplements state and local efforts to save human life, 
prevent immediate human suffering, or mitigate 
property damage. 

• We will inform state and local officials of our 
policies and authorities, and participate in iheir 
emergenc\' seminars and exercises when asked. 

• We will provide emergenc\' operations assistance 
(such as providing sandbags, pumps, technical 
assistance, etc.), when requested and in compli- 
ance with Public Lw 84-99. 

• We will pro\'ide pos:-flood assistance to include 
technical ad\'ice and assistance, debris clearance, 
debris remo\'iil, and temporat)' restoration of 
critical public facilities or services, and identify' 
hazard mitigation opportunities as part of our 
interagenc)' team. 

• W^e will provide temporal*)* assistance for cmer- 
genc)* water supply ;is a result of a drought or 
contaminated .source for up to 30 da\*s or until 
the Federal Emergenc)* Management Agency- 
undertakes the provision ot emergency' water 
under its own authorities, whichever is earlier. 

Department of Education 

Ensures equal access to education and promotes educa- 
tional excellence natio?ia!ly. 

An\'one we deal with can expect: 

• Vou will recei\'e individual attention and 
prompt, professional ser\'ice. You will be valued. 

• W c will seek to meet your needs and 
expectations. W'e will build a relationship with 
you. 

• We will provide information that is timely, de- 
pendable, and accurate. V('e will ser\'e you. 

• You will haw eas\' access to ser\*iccs and 
information. We will use the latest technology 
to enhance your acces*;. 

• W'e will provide you even- opportunity' to give 
input and feedback. We will listen to you. 



Goals 2000: Educate America Act 

The Goals 2000 Act, which focuses the nation's 
attention on challenging academic and occupational 
standards, was passed with input from a wide range 
of bipartisan supporters including state governors and 
legislators, educators, researchers, policy makers, and 
parents. To be considered for funding, states 
complete only a short, simple grant application. We 
respond in writing to all applications within 15 days. 

This act is a cornerstone of the department's 
improvement agenda. The Act establishes the 
National Education Goals for the year 2000. Thc>* 
are as follo\vs: 

• School readiness: All children in America will 
start school ready to learn. 

• School completion: The high school graduation 
rate will increase to at least 90 percent. 

• Student achievement and citizenship: All 
students will leave grades 4, 8, and 12 having 
demonstrated competency over challenging sub- 
ject matter, including English, mathematics, sci- 
ence, foreign languages, civics and government, 
economics, arts, history, and geography; and 
every school in America will ensure that all stu- 
dents learn to use their minds well, so they may 
be prepared for responsible citizenship, further 
learning, and productive employment in our na- 
tion s economy. 

• Mathematics and .science: The nation's students 
will be first in the world in mathematics and sci- 
ence achievement. 

• Adult literacy and lifelong learning: Every adult 
American will be literate and will possess the 
knowledge and skills necessary to compete in a 
global economy and exercise the rights and 
responsibilities of citizenship, 

• Safe, disciplined, and drug-free schools: Every 
school in the U nited States will be free of" drugs, 
\ iolence, and the unauthorized presence of 
firearms and alcohol, and will offer a disciplined 
en\ ironment conducive to learning. 

• Teacher education and professional 
development: The nation's teaching torcewill 
have access to programs for the continued 
improvement of its professional skili:^ and the 
opportunity to acquire the knowledge and skills 
needed to instruct and prepare all American stu- 
dents for the next century. 

• Parental participation: Every school will 
promote partnerships that will increase parental 
iin'oKement and participation in promoting the 
social, emotional, and acadcfnic growth of chil- 
dren. 
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Impact Aid 

(jnvits dvaiLiblc to lodil $clu)ohy<tcms wime 
resources tire ttfected by federal operations. 

Biisecl on a customer sun'o\' indicating that more 
than halt of our customers were dissatisfied with tlie 
timeliness of their payments, we instituted a new 
standard: 

• All applicants that submit a problem-Free appli- 
cation receive their pa\'ments within 45 (.lays ot 
receipt. 

Office for Civil Rights 

Responding proi7iptly to complaints, we rev ised our 
complaint resolution procedures to provide better 
service and faster resolution of civil rights complaints 
filed against educational institutions: 

• Within five davs of receipt, we respond to all 
complaints and provide information on 
complaint resolution procedures. 

• We offer all parties a range of options, such as 
mediation, early complaint resolution, and fact- 
finding conferences. 

Student Financial Assistance Program 

The Student Financial /Vssistance Program has estab- 
lished a C^.ustomer Support lnquir\* Sen ice that pro- 
vides a single point of contact for answers to policy 
questions and resoKes issues that cut across postsec- 
ondar\' programs. 1 his service is pro\'ided to postsec- 
ondar\' institutions, lenders, guarant)' agencies, and 
other financial providers. 

• Once a question is posed and forsvarded to the 
appropriate person, we respond within three 
daws. 



Department of Energy 

Energy Resources 

The number one goal ot the Department's Hnerg\' 
Resources Business Line in fiscal vear 1995 will be to 
advance the nation's capability to deliver clean, efil- 
cient, reliable, equitable, and cost-eficctive energ)' ser- 
vices to the American people. \X'ith this goal in mind, 
we will: 

• Kxpand the ( '.lean ( !itlcs Program to 2S cities bv 
December i99''i. 

• Add 12.2S() ahernatiw fuel vehicles to ibe ("ed- 
eral tleet and promote the opening of over 60 
private sector refueling stations for these vehicles 
bv October 199S. 



• Establish 12 new Cooperative Research and 
Development Agreements with the automotive 
industrv' to develop cleaner cars, with the goal of 
incre;ising transportation energ\' efficieno', low- 
ering air pollution le\els, and reducin^: the 
nation's dependence on imported oil, b\' 
October 1995. 

• Implement climate change programs to reduce 
domestic greenhouse gases b\' 4 percent b\' the 
N ear 2000. 

• Provide funds for weatherizing 126,000 homes, 
and upgrading 1,350 schools and hospitals by 
October 1995. 

• B\' the year 2000, increase the use of clean 
domestic natural gas to an estimated 22 trillion 
cubic feet, an increase of approximate!)' 18 per- 
cent. 

• Create 20,000 new jobs through the implemen- 
tation ol encrg)' etFiciencx' programs that 
promote private sector investment b\' October 
1995. 

Environmen tal Quali it 

We pledge to our customers that we will: 

• Maintain safe facilities that will minimize risks 
to our employees, contractors, and others who 
come in contact with our facilities. This includes 
providing a safe work environment as well as 
diligent waste management activities. 

• Respond to requests for information, such as 
Freedom of Information Act requests, in a more 
complete and timeh' manner. This commitment 
has alread)' resulted in a 40 percent increase in 
the completion of tlicse cases. 

• Demonstrate openness and take responsibility 
for our actions so that we can gain credibility 
from our stakeholders and the public's trust. 

• Share our environmental technolog)' 
advancements with other federal agencies and 
with the private sector so the\' can also benefit 
from our investments. 

Our standards: 

• ImproN'e the cost performance of environmental 
qualii)' projects b\' 20 percent over the next rwo 
\'e.irs. 

• increase our sensitivit\" to cultural and social val- 
ues in key envit on mental decisions by doubling 
the lumiber ol citi/en advisor)* boards troiu four 
to eight by June 1995. The purpose of the citi- 
zen ,idvisor\- boards is to provide titi/en input 
into environmental restoration, waste manage- 
ment, and technical development. 

• Improve tl.^' distriluition of programmatic infor- 
mation b\' filling orders (or publications at the 
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Center for Environmental M.uiAgcnient within 
two business d;n's from the tine they reach the 
center. 

• Realize a S percent per year product ivit\' savinj^s 
on environmental cleanups b\' instituting 
contract retorm to increase competitiveness. 

Nation.\l Secl'riit 

We pledge to make decisions and initiate actions that 
are responsive to our customers* needs. \X'e seek to 
create a participator)- atmosphere in which the 
customer's opinions are integrated into our decision 
proce.ss. W'c will: 

• Maintainor ex ceed t h e con fid c n ce a n d rel iah i 1 - 
it)' standards as defmed by the militan" 
characteristics tor weapons, as measured by tech- 
nical analysis by the Nation?' Liboratories. 
resulting in the continued maintenance ot a sate 
and reliable stockpile. 

• Dismantle weapons in accordance with the an- 
nual Presidential Directive, resulting in a reduc- 
tion ot over 6.000 nuclear weapons ber^veen 
1994 and 1998. 

• Continue our program to build public 
contldence b\' cla.ssit}'ing tewer documents; de- 
classit}-ing more documents; and establishing, in 
November 1994. an on-line bibliography ot de- 
classitlcd documents available on request. Since 
1993. classitled docun'ients have decreased b\' 
^0,000; "^91 percent improvement in aeclassitl- 
cation actions. 

Department of Housing and 
Urban Development 

Fair Holsing .-knd Equal Opportumtv 

Public Housing Management Assessment 
Program 

Work orders: 

• 99 percent oFemergencv work items are lo be 
corrected within 24 liours. 

• Tile number ot iion-emergeno' work orders 
outstanding at the end of the last fiscal year did 
not exceed 4 percent ot the total number ot 
work orders received during the \ ear (excluding 
cyclical work orders). 

Inspections: 

• 99 percent ot'emergency items are to be 
Lorrecied within 24 hours. 

• All otiier unit deficiencies are lo he corrected 
within an average ot 2^ da)'s. 



Protected Classes Under the Civil Rights Laws 

.Assistance: 

• \'ou are entitled to respect and courteous treat- 
ment. 

• If you have a need for a sign language or non- 
English speaking interpreter or other special 
needs, we will make these serv ices available to 
you. 

• Information will be provided ro you without re- 
gard to race, color, sex. religion, national origin, 
handicap, or familial status. 

• Information j^iven bv \'ou will be kept contiden- 
tial. 

• \'ou will be told what information you are being 
given and how it responds to your request. 

• After a.ssisiing vou. we will ofter to provide addi- 
tional assistance at a later time should you need 
it. 

• If you are not .satisfied with the a.ssistance given, 
we will put you in touch with a superv isor. 

Appointments/walk-ins: 

• ^*ou will meet with the most knowledgeable staft 
person available within tlve minutes of arrival in 
oftlce. 

Written: 

• Your letter will be acknowledged within 10 
working days of receipt and wc will addre.ss tully 
in clear and conci.se language all concerns and 
include a contact name/ telephone number. If we 
need more time to respond to you. you will be 
.sent an interim reply explaining why the delay 
and when to expect a coinplete respon.se. 

lelephone: 

• ^"our call will be responded to within 24 hours 
bv the most knowledgeable stafV person 
available. We will make even" etVort to provide a 
"live voice" to take your messages instead of by 
\oice mail. 

• If vou u.se our hotline telephone, your call will 
he responded to within 24 hours. 

Accessibility: 

• The olFice and its sen ices are accessible to per- 
sons with disabilities, 

C^omplaint processing: 

• ^'our complaim will be treated wiihtnu regard lo 
race, color, sex. religion, national origin, handi- 
cap, or familial status. 

• ^ our complaint will be acknowleilged within 10 
working days of re(.eipi and will explain in clear 
and coiKise language the complaint process, in- 
cluding lime frames and choices, 

• ^'ou will be ofVered conciliation opportunities 
thntughout the complaint process. 
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• You will be updatcci on the status of your coni- 
pUint within 100 da\'s with a projecied comple- 
tion date. 

• Once wc make a determination, we will provide 
vou with the Final hn estimative Report. 

X'indication of public interest: 

• Remedies will be appropriate For the violation 
and will address public interest groups. 

Public and Indlan Housing 

A p(irt)urship betivceii fedcrtiL suite, tind local ^ovvru- 
}}iCNts, with the federal govennuoii provkiiHg sidni- 
dies iVid reguktiojis oji project openitions. 

Standards for our PIH partners include the Following: 

• PIH offices should be open to the public and 
available to do business during conventional 
work hours as that concept is defined locally. 

• Anv PIH staff person receiving an incoming in- 
quir\- — by telephone, letter, or personal contact 
— "owns" that inquirx' until the substance ot 
the inquir\* has been conveyed to the office or 
individual responsible For a substanti\ e response. 

• During business hours, customers inquiring in 
person should wait no more than r\vo minutes 
to be greeted and gis en an idea ot when a tech- 
nical person will be available to respond. 

• During business hours, all telephone calls should 
be answered by a person within three rings. 

• To die maximum extent possible. IMH field of- 
fices and headquarters offices will ha\ e a live 
person responsible For answering the telephone, 
promptlv, even- minute ot the business day. in- 
cluding "tlex-timc" hours. 

• l-ach offkv will establish a procedure whereby 
the principal receptionist or other telephone-an- 
swerer has a regular back-up, and a mechanism 
bv which the regular lets the back-up know that 
he or she is "on call." so to speak. 

• Messaues leFt bv phone or in person should be 
returned b\- the time promised b\- the mess.igc 
taker or within a halF-day ot the respondent's re- 
turn to the otlicc. 



• A meeting will be held in at least one site in each 
state to solicit comments regarding the oversight 
process and recommendations For review topics 
in the first quarter oF evaluation year 1995. 

For abandoned mine land emergency complaints: 

• The initial site visit and determination ot emer- 
genc\' will be addressed within 48 hours ot com- 
plaint. 

• The method to be used to abate the emergency 
will be determined within 30 days aFter the ini- 
tial complaint. 

• Hmergcncy declarations will be finalized by us 
wirhin eight hours oF receipt oFthc state submit- 
tal in stiues which administer the emergeno- 
program. 

F-or OSXFs mine map repository- oFfices in NX'ilkes- 
Barre and Pittsburgh: 

• Each scheduled visitor will be provided prompt 
and courteous ser\'ice. 

• L.etier and teletiLx requests will be answered 
within one working da>". except tor a request re- 
quiring extensis'e research and mass 
reproduction oFmine maps. 

• Requested site locations will be provided within 
90 minutes oFyour inquir\'. 

• Materials will be available to help you identify' 
and ciLsilv locate the underground mine site. 

W'hen responding to inquiries. OSM personnel: 

• Will be courteous and helpFul when dealing with 
people in person, by telephone, and in writing. 

• Will be timely with courteous explanation ot 
contents oF files, state program documents, etc. 

• Will respond to telephone calls within tAVo busi- 
ness da\*s. 

U,S. Geological Survey 

National Earthquake Information Center 

• We will provide inForniation 24 hours a day on 
the location and magnitude ot significant earth- 
quakes in the United States and around the 
world. 

• Rapid reports will be issued For earthquakes that 
register at least magnitude 4.S or greater in the 
United States. an\' Felt and damaging 
earthquakes, or earthquakes oF magnitude 6.S 
elsewhere or w hen damage has occurred. This 
intbrmation will be provided within 20 to M) 
minutes oFthe time oF the event. 

• You will be treated with courtes\- eveiy time you 
coiu.ict us. 

• We will provide you widi infbrm.iiion .ibout 



Department of the Interior 

Om k:koi- Sdrfack Mining 

RuClAMAri ON AN D HnI-ORCI .NU N T 

I'nsnres thtit coal mines are operated in a inanaer 
that protects citizvns and the earironnieiit. 

I'or outreach to coal field citi/ens and the coal 
induNtiT: 



ERIC 



94 



99 



Appendix B: Text of Cusiomer Service Standards 



other L'SdS products. scr\ iccs, and other 
sources ot information if possible. 

• Orders tor ClIVROMs. sofr\vare products, pub- 
lications, maps, and posters will be processed 
within tl\'e wt)rking da\s of receipt. Under spe- 
cial circumstances, such as after a major, damag- 
ing; earthqu.ike, a time for the repl\' will be 
established. 



Department of Justice 

Frkedom of Information Act 

To provide quality customer serv'ice: 

• We will be courteous and friendh". 

• W'c will acknowledi;e requests within rwo weeks. 

• W'e will £;ive a HOIA/rrivacy Act number to 
each request, for use as a reference on all future 
correspondence. 

• W'e w ill process requests on a '"tlrst-coine-flrst- 
ser^ ed" b;Lsis, and inform you of any backlog. 

• W'e will work with \'ou to ensure vhat \'OLir 
request is complete and properly understood, so 
an appropriate search tor records can be made. 

• W'e will return you: phone calls within three 
workint; da\ s. 

• W'e will make our responses as clear as possible, 
including an explanation of fees, exemptions, 
and the appeals process. 

• W e will provide \'0u with the bcsi possible 
copies of records. 

• W'c will conduct ret^ular customer sur^ evs to en- 
sure that wc are meet in t; our standards. 

L\tNtIG!U I ION AND NArrR/M.I/.ATION SkRVICK 

• W'c will ire.u >"ou with courtcs)" ami respect. 

• it you are a I jiited States citi/.en entering the 
count r\' ai an airport, you will find citi/t:n 
inspection lines dedicated specifically for rapid 
clearance hack inti^ the eounir\'. 

• If you are a frequent business trav eler being in- 
speaed in an airport using the INSPASS 
Program, and being inspected at the Newark, 
New jersey; New ^"ork C *.ity; or Toronto, 
Clanada. airports using the INSPASS Svstem, 
you will he processed in less than a minute. This 
scr\iee is .callable 2 \ hours a d,i\', INS js explor 
tng the pussibiliiy of e\[).nKling this sei"\ iee to 
otlier airports. 

• At most land boreler pi)ris of*entr\*, we will com- 
plete our entry inspectu^n within li) minutes. 



• .At the busiest southwest border ports, which ex- 
perience hcav\' volumes ot commuter tratllc, we 
will strive, through the applieation of innovative 
inspection techniques and technolog)-, to reduce 
waiting time to 30 minutes. 

• If you use the recently instituted Dedicated 
C]t)mmuter I.ane.s in Hlaine, W';Lshington, \'ou 
will experience \ lrtualh* no dela\' in entering the 
count r\'. W'e are working with local authorities 
to establish similar lanes in other land border lo 
cations. 

• After |anuar\- 1, 1995, if \'ou request 
information through the "Ask Immigration" 
telephone number, (202) 514-4316, we will 
proviele improved serv ice b\' reducing the mes- 
sage format from 38 items to 10 and the length 
of the menu time from 9 minutes to 1. The 
me^ssage s\ stem is available 24 hours a da\', with 
staff available to assist with foHow-up questions 
during normal business hours. 

• If you iipph" for naturalization, we will scliedule 
\'uur case for lnter\'iew within four months of re- 
ceipt. You will have the opportunit}' to take the 
oarh of allegiance and become a citizen no later 
than 60 days afier approval of your application. 

• If you appl\- for adjustment of status to lawflil 
permanent re^sidence (Form 1-485), N'oiir case 
will be reviewed within 90 eiays of filing and 
ma\' be approve^d without an inter^'iew if it is 
properly filed and: 

— :l based on an approwd petition cla.ssif\- 
ing \'0Li as the parent or unmarried minor 
child of a United States citi/en; or 

— it is ba.sed on an approved emplo\'menr- 
based preference petition (I'orm 1-140) and 
you will continue to work foi ihe same em- 
ployer as when \'ou were lawful 1\' employeel 
as a nonimmigrant; or 

— you are applying uneler the ( Aibaii 
Adjustment Act of 1966. 

' ' you -ipph' lor immigration benefits Irom one 
of our Sen ice CxMiters and are notified that we 
have recei\eei your applicat'on, you may inquire 
about the status of \-our application by calling 
the phone number on your receipt anel entei Mig 
your receipt number in a touch-tone tcleplK)ne. 



Department of Labor 

/ \'irhl^> tiiul puivtdcs Ltho)\^ttttt\ttitil (Lttd. 

V>\ S pledges the following to our customers: 
• W'e will let \ ou know in ad\ance when we will 
lelea^e our data. 
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• Wc will be available when you need us. 24-ii(Hir 
recorded messages and electronic access are avail- 
able for your most retjuested information. 
Information specialists are available durint* busi- 
ness hours. 

• W'e will distribute data in the form ihat fits your 
needs as resources allow. Available formats 
include telephone; recorded message: 
microfiche; fax; diskette and magnetic tape; 
Internet; 'I'DD; and news releases, reports, bul- 
letins, brocliures. and Hyei s. 

• We will provide vou with the name and phone 
number of a person wlio can meet your data 
needs. Our brochure includes the names of BLS 
subject matter specialists. If you ask something 
we can't answer, wc 11 refer you lo someone wlio 
can. \X'e want to make your information search 
as fast and direct as possible. 

• We will help you understand the uses and limits 
of our products. QA\ us with any questions you 
liave. 

• Wc want to meet your needs. If you have com- 
ments on our specific products, please call with 
your suggestions. 

Employment Standards Administration, 
Wage .and Hour Division 

Eu font's liihor suifuLirds Luus luvtcctitig tvorkcys. 

If \'ou contact us with a question, you can expect: 

• A clear, concise and knowledgeable response to 
your inquir)' within 10 business days. 

• Straightfonvard information on liow the law ap- 
plies to vour circumstances and. when appropri- 
ate, publications or posters will be provided, 

• Respect for your privac\". 

If vou are an employee who comes to us witli a com- 
plaint, you can expect: 

• (Confidentiality, to the extent you desire as per- 
missible by law. 

• That we will tell you whether we ha\"e the 
authority and will be able to take action to 
resolve the problem. 

• Acknow'cdgment of sour complaint wiihin (Ive 
business day^' 

• Our best estlmaie ol how long It will lake u*^ to 
begin and compleie action on ihe mac.er. 

• Regular communication .il'xuu the st.uus and 
progress of c^ur action. 

• .An understandable e\plananoi^ ol duouicome 
of your conifilaim. 



N4iNH Safeit and Health Administration 

Mandator)' complete mine inspections: 

• W'e will conduct complete inspections at all 
a\ailable undergrouncl mines four times a \var 
and at .ill available surface mines two times a 
year. 

• W'e will examine our mandator)' regular inspec- 
tion process to ii^sure the quality, flexibilit)'. and 
consistency of our enforcement process. 

C')thcr mandator)' Inspections and Investigations: 

• W'e will complete other mandatoiy inspections 
and investigations as provided tor in the Mine 
Aei including: Initiating investigations of all 
miners' complaints of safer)' or health hazards 
normally within 24 hours; and initiating invest 1 
gations of written complaints of discrimination 
within IS days of receipt. If you believe that a 
safety or health hazard exists at vour mine, vou 
can call M.SHA toll-free at l-8()0--^46-lSS4 — 
\'ou do not need to give your name. 

Quality and deliver)' of training products and materi- 
als to the customer: 

• We will emphasize mine-specific and on-site 
miner training when we evaluate proposals to 
provide training to miners from state mining de- 
partments and others (M.SHA State C.irants 
Program). 

(lommimlcation bervveen MSHA and the customer: 

• W''e will hold rulemaking hearings and topical 
health and safer)' conferences to provide forums 
for open discussion of health and safet)- 
concerns. WV will consistent!)- hold these e\ eius 
in the mining regions. 

• W'e will work with state and local institutions 
and associations to provide miners with useful, 
LMidcrstandable information aboui tnining 
health and safety. 

Oc'.CT'PATIONAL SaFL l Y AND 

HivVLi H Administration 

htithlislh'd to hclji ttiidr the Atucrictin worhi>liur ih 
siifc tuid hiudthful iis /mssildc. 

l-.mplo\'ees can exp'.rt C\SHA to: 

• l-.nsuie their particljMiion in ins[iections. 

• Respond In a timel)- (ash ion to requests tor 
Inspections of hazards at their workjilace. 

• Ituestigate charges of emplo)er discrimination. 

The general public can expect ( I A to: 

• Provide better access kj 0S\ \/\ information. 
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• Hxpaiid tmiiiiiig opportunities For private sector 
employees. 



Department of State 

Bureau of Administration 

Authentication of Documents 

• Experienced and knowledgeable employees sen'e 
customers in a timely and courteous manner. 

• The Authentications Branch provides responses 
to mailed requests within five working days of 
receipt. 

• The Authentications Branch provides over-the- 
counter sen'icc on a same-day basis (with a daily 
limit of no more than 15 documents and one 
visit per customer). 

Freedom of Informahon Act 

• The Bureau of Administration strives to 
maximize responsiveness to requesters while 
safeguarding information concerning the 
national securit}', individual privac)', and other 
governmental privileges. 

• I he Office of Freedom of Information, Privacv 
and Classification Review delivers sen ices that 
are informative^ timely, and customer-friendly. 

• The Office of Freedom of Information, Privaq* 
and Classification Review mails an acknowledg- 
ment to the customer within five working days 
of receiving each request for ser\'icc. 'l^he 
acknowledgment letter includes an estimated 
date of completion for the request. Requests are 
handled on a first-in, first-out basis, with the ex- 
ception of those customers whose requests 
receive expeditious handling for demonstrated 
reasons involving health, safety, or due process. 

• Officers arc courteous and knowledgeable in all 
interactions with requesters. 

Department of 
Transportation 

Federal Aviahon Administration 

Responsibli' for tf^stiug <iml artiftanion ofnirplnfic pi- 
lots, 

• We will process your application for certification 
within 21 working days. 



• >>7e will provide written test results within 20 
working days. 

respond to your correspondence and re- 
quests for duplicates within three working days. 

• We will be polite, considerate, and helpful. 

Federal Railroad Administr/VI ion 
Railroad Safety 

• Install toll-free lines to VRA Office of Safety 
headquarters and regional offices. 

• Implement negotiated rulemakings — such as 
on t racks ide worker safety' — in place of 
customary, cumbersome arm's-length 
procedures. 

• F^ducate labor and management on inspection 
and enforcement procedures and use 

op po nun it}' as listening post to seek feedback 
and suggestions. 

• Conduct inspection demonstrations and brief- 
ings, including training videos, in partnership 
with labor and management customers. 

• Conduct in-deprh sun'eys of all major customers 
to improve customer ser\'ices. 

• Voluntar)' compliance: Develop safet)' profile 
for all C^lass I railroads and work with three rail- 
roads to develop system wide safet)' management 
plans. 

• I rain small railroads on safm- rule compliance 
and provide assistance to resolve safet)' issues. 

• Reduce average time from receipt to resolution 
of safet}' complaints to 60 days. 

• Use mentoring techniques to model best 
practices in safety performance: Bring together 
an exceptionally safe railroad with a railroad that 
needs improvement. 

• Work with states to prepare inspection 
schedules; meet with states annually to minimize 
the disruption caused by duplicate scheduling. 

• Investigate inspection complaints from railroads 
within 10 working days. 

Na riON AL F4lGHWAY TrAFFIC 

Safe'ty Administration 

Auto Safety Hotline For the Public 

Promotes attto safety. 

• Wc will handk your call promptly. 

• It \'ou iv.ive trouble reaching one of our 
operators, call after 6 p.m. liastern time and 
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leave a message on the answering machine. \XV 
will call you back the next business day. 

• If we need to get information for you after 
ans\vcring)'our calk we will not keep you on 
hold for longer than two minutes, 

• We will treat you with courtes\'. 

• We will provide you with tlie most accurate and 
complete information we have on the subject of 
your request. If we cannot answer your question 
completely, we will give you the name and tele- 
phone number of someone who can and ask 
that person to return vour call the next business 
day. 

• By December 1994, we will provide you with 
our most popular fact sheets and information 
witiiin 24 hours by using our new fiix-on- 
demand ser^/ice. 

• By March 1996, we will provide you with our 
most popular publications in your choice of 
Spanish or English. 

Motor Vehicle and Traffic Safety Program 

Proi'i^es tecbuiail dssistiuicc and outreach services for 
highway safety to fiatiofia/ orgauiziitions. 

Program planning — We will: 

• Invite your organiziuion to participate in the 
strategic and tactical planning stages ot major 
new motor vehicle and traffic satet)' program 
initiatives. 

Technical assistance — We will: 

• Facilitate communication with your 
organiziuion and others mterested in becoming 
invoK'ed in priority motor s ehicle safety and 
traffic safetA' programs. 

• Provide current and accurate information and 
data within 10 business days after we receive 
your request. 

• Provide technical experts as panelists and speak- 
ers, whenever possible. 

• Participate in \'our ke\' meetings and events, and 
assist national coalitions of organizations inter- 
ested in motor vehicle and traffic safet)'. 

Program information and materials — NX e will: 

• At least annually, publish a traffic safet)' 
program and publication update, including pro- 
jects and materials planned foi completion 
widiin the coming year. 

• Ever)' April and October, publish an updaie of 
our motor vehicle safer)- program acti\'ities in 
the I-'ederal Register. 

• Ship program materials for major traffic safety 
program initiatives 90 days before they will be 
needed. 



• Provide at least a 30-day advance notice of when 
national media campaign materials will be 
distributed to media outlets. 

• Each Ianuar\', publish a catalog of traffic safer)' 
program materials that includes ordering 
instructions and a contact for the status of 
orders. 

'raining — We will: 

• Develop training and assist National 
Organizations in planning and/or conducting 
training for their own members and their 
constituencies. 



Department of the Treasury 

Bureau of Engraving and Printing 

Redemption of Mutilated Paper Currency 

We will work with the public to redeem partially de- 
stroyed or badly damaged currena'. 1 hese are our 
standards when you file a claim: 

• After you are notified that we have received your 
claim, )ou may cortact us by telephone for in- 
formation on your claim's estimated processing 
time and status. You can usually expect this in- 
formation within one hour after your call. 

• You can alwav's expect polite and courteous ser- 
vice and that we will identifr ourselves by name. 

• If )'our claim is denied, you can expect a full ex- 
planation of our actions. 

• Depending on the tA'pe of damage to the 
currena' submitted in your claim you can expect 
notification of status or payment within 14 days 
of the BEP's receipt. 

Bureau of the Public Debt 
Savings Bond Sales 

If you purchase a savings bond, you cm expect: 

• The savings bond you ordered will be mailed to 
you within 1 S days from the date of purchase. 

• We will accurately inscribe your savings bond 
and promptly correct errors. 

• Whenever you contact us, we will treat you 
courteousl)'. 

Treasury Direct 

Serves investors in niarirtah/e governnwnt securities. 

• We will accurately establish \\mr .-.i. count and 
process your transactions, 
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• W^en you write ro your sen'icing office, we will 
respond within five business days after receiving 
your letter. 

• When you visit your scn'icing office, we will as- 
sist you within 1 5 minutes. 

• When you call \'oiir sen' icing office, we will an- 
swer routine inquiries during the call, and we 
will respond to complex inquiries witliin five 
business days. 

• Whenever and howr\'er you contact your sen'ic- 
ing office, we will treat \'ou courteously. 

• We will update the infoiniarion on the 
telephone recordings within one hour after a 
new offering is announced or auction results are 
released. 

• Your servicing oftlce will process routine transac- 
tion requests no later than ftve business davs 
after receipt of the request. 

• If you wish to transfer securities out of I'reasun' 
Direct, your sen'icing office will complete the 
transfer within one business dav of receipt of 
N'our request. 

• We will mail you a stateiucnt of account no later 
than five business tlays after the date vour secu- 
rin' NK'is issued or your transaction request was 
processed. 

Internal Revenue Service 

Tax Collection 

Our customers are the tiL\pa\'ers of the United States. 
\Ve will make titx forms and instructions simpler 
and easier for you to use. We made some good 
changes this year, hut we want \*our ideas for fu- 
ture improvements. Please call us at 1-800-829- 
}6~'Gs available 9 hours each business day, or 
you ma\' write to us at Internal Rev<^'uie Ser\'ice, 
Attention: Tax Forms CxMiimittee, PCiFP, 
Washington, D.C. 20224. 

• 1 o make it easier for you to meet vour tax oblig- 
ations, we will expand your opportunity for sim- 
plified return fllijigand payment of \'our taxes 
through our electronic filing, joint federal/state 
filing, touch-tone phone, and electronic 
payment programs. 

• Vou will have more convenient access to tax law 
and account information. Oui pre-recorded tax 
information will continue to be available 24 
hours a day, seven days a week, and access to re- 
fund status itiformaiion will he extended. We 
will also extend the time that \ou will be able to 
contact our tax assisU)r.s to 1 0 hours each busi- 
ness da\'. 

• Our goal is lo answer your questions and process 



your tax returns accurately. To reach that goal, 
we will continue to make improvements )'early. 

• If you file a complete and accurate tax return 
and you arc due a refund, your refund will be is- 
sued within 40 days if you ftle a paper retu n or 
within 21 days if you file electronically. 

• Our goal is to resolve your account inquiries 
with one contact. I o reach that goal, we will 
make improvements )'early. 

• If you provide suftlcient and accurate informa- 
tion to our tax assistors but are given and rciison- 
ably reh' on an incorrect answer, we will cancel 
related penalties. 

• If \'ou have a problem that has not been resolved 
through normal processes, you may contact our 
Problem Resolution Office. A caseworker will 
contact you within one week and will work with 
you to resolve the problem. 

U.S. Mint 

Numismatics 

Mdniifin tures and se/is cohi sets, cowweniomtire 
coins, and medals to 2 nnlUon coin collectors and dis- 
trtbuiors through wail order or in five sales centers. 

If \'ou're a mail-order customer: 

• Your orders will be shipped within four weeks of 
receipt. 

• Your calls will be returned within one workinc 
day. ^ 

• Your inquiries will be answered with one-stop 
sen'ice. 

Precious Metals 

SelL^ gold and silver hiiliion to investors worldwide 
through a } let work of wholesale authorized purchasers. 

• (Orders ma\' be placed by fax 24 houis per day, 
se\'en da\'s per week. 

• Orders will be processed b\' 2 p.m. daiK', five 
days per week (excluding holidays). 

• Order confirmation fax: to be sent out to vou b\' 
4:00 p.m. on the da\' the order is placed 
Monday through I riday. 

• Pricing fax: to be sent our to you by noon the 
following day. ( TheCiold Fax normally conies 
in around 10 to \ {):M) a.m.) 

• Remittance fax: sent out immediately upon re- 
ceipt of funds from you. 

• Order pickup: I'pon receipt of the paNnient, we 
fax a release document to the appropriate facil- 
ity, where the coins a*e then picked up by vour 
arnu)red carrier. 
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Consumer Product Safety 
Commission 

Protects the public against unreasonable risks ofinjmy 
from comumer products and promotes research and 
investigation into the causes and prevention of prod- 
uct-reLited deaths^ illnesses, and injuries. 

\X^en you call our Hotline you can expect: 

• To be given easy-to-follow instructions in 
English, or, if you choose, Spanish, on how to 
use the Hotline. 

• To have \our call answered immediately, se\'en 
days a week, 24 hours a day. 

• To speak to a Hotline staff person who will al- 
ways be available bet\veen 8:30 a.m. and 5 p.m. 
Eastern time Monday through Friday except 
holidays. 

• To be given courteous service. A Hotline staff 
person will listen carefully to your requesi or 
complaint and provide you the most up-to-date 
information available. 

• To have your complaint of an unsafe product or 
product- related injur)' taken accurately and a 
copy sent to you so that you may confirm the 
information you provided. 

• To leave a message at night and on weekends 
and holidays if you want tc report an unsafe 
product or product- related injun*. Your call will 
be returned the next business day or, if you do 
not want a return call, you will receive a letter 
confirming receipt of your complaint message. 

• To hear the most up-to-date and easy to under- 
stand information on product safet\' recalls. 

Environmental Protection 
Agency 

EPA Chemical Emergency Preparedness 
AND Pollution Prevention and Toxics 

Helps state and local governments prevent and 
prepare for chemical emergencies and infonns the 
public about community haz/trd^. 

Wcwill: 

• M ake Tox ic Release I ii \ c n to r\' i n fo r mat io n 
available di rough count)' libraries nationwide 
and through electronic systems and published 
reports. 

• Work with Local Emergency Planning 
Cionunittees to make the information about 
chemicals and chemical releases easy for you to 
obtain and use. 



• Assure that the information in the Toxic Release 
Inventor)' about hazardous chemicals and rou- 
tine release of toxic chemicals is updated annu- 
ally and made available to you every spring, 

• Provide vou with the most accurate data about 
chemicals in your communit)'. 

Responses to Inquiries 

Office of Communication, Education, and 
Public Affairs 

This office responds to requests for information on 
all aspects of EPA activit)'. Its standards are as 
follows: 

• We will answer your questions with courtesy 
and accurac)'. 

• Even' employee will listen to your questions and 
help you find the information you seek. 

• Your inquir)' will get an immediate response. If 
you write to us> we'll send you either an answer 
or an acknowledgment within five working days. 
If you call us, we will either answer your 
question right away, or take your information 
and do the homework for you. 

• Our answer ;o you will aKvays include the name 
and phone number of an employee ;. ou can call 
for more information, or to check on our 
progress. 

• If we need more time to research the answer \'ou 
need, we'll let you know within five days. We'll 
ask you for your deadline, and we'll let \'ou 
know how long it will take to provide an 
answer. 

• We will check back with you to ensure that you 
received the information you need. 

• Your call will never be transferred more than 
Once, so your time won't be wasted. 

• We will provide ways for you to quer)" us or find 
EPA information electronically and for us to re- 
spond to you electronically, to save time and 
paper. 

Region 3 Office, Pliiladelphia 

This office is testing standards for handling all 
incoming correspondence and customer serv ice lines. 
Its standards are as follows: 

• Region 3 will provide prompt, courteous, accu- 
rate and understandable responses to all 
inquiries. 

If you write to us: 

• Your written inquir)' will get an immedi;ite 
response. If you include you telephone number, 
we will contact you immediately to determine 
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how we can best meet your needs and expecta- 
tions. We'll mail you the response to your 
inquir)' within three business days. If we need 
more time to research the answer, we'll call or 
write you (also within three da)'s) to tell you 
when we will respond and the telephone num- 
ber and Fax number of the individual working 
on your response. 

• We will also include with every response a sur- 
vey postcard asking whether or not the informa- 
tion was received promptly, with courtesy, and 
was understandable. 

If you contact us by telephone: 

• Your call to our customer service Hotline will be 
answered promptly and with courtesy. We will 
listen to your questions and help you find the 
information you seek. 

• We wilt make ever}' effort to answer your ques- 
tion immediately, and we will always respond by 
the next business day. 

• Our answer will always include the name and 
telephone number of an employee who will be 
able to assist you if you desire additional infor- 
mation. 

• If your call is received during non-business 
hours (business hours are Monday to Friday, 8 
a.m. to 6 p.m.), your questions will be taken by 
an automated voice s)'stem, and we will get back 
to you on the next business day. 

• On a random basis we will ask you a few brief 
questions concerning our performance in meet- 
ing our standards of promptness, accurac)', and 
courtesy. This information will be used to 
improve our performance. 

Solid Waste and Emergency Response 

Promotes public awareness and involvement on solid 
waste issues and responds to requests for documents, 
including reguLttions, 

• Your questions will be answered courteously, ac- 
curately, and as promptly as possible, in either 
English or Spanish, or via a telecommunications 
device for the deaf (TDD). 

• F.ver)' Information Specialist will listen to your 
questions and help you find the information \\m 
seek. Hotline staft will provide \'ou the most 
current and accurate information. 

• Your inquif}' will get an immediate response. 

• U we cannot answer your question immediately, 
we will let you know within fi\'e da\'s licnv long 
it will lake to get an ansv.er. In addition, the 
Information Specialist will give you his/her 
name so that you can call for more information 
or to check on progress. 



• If your call needs to be addressed b)' another 
agency, state, or local program, we will tell you 
whom to call to obtain your answers. 

• If your information is available electronically, we 
will tell you how to access it through KPA data- 
bases, Internet, or other .sources. 



Equal Employment 
Opportunity Commission 

Investigates and litigates charges of employment 
discrimination in pnvate and public {including fed- 
eral) sectors; conducts ti'ainingand infomational ac- 
tivities for employers, wiioiis, and comnmnity 
organizations. 

People with complaints of employment discrimina- 
tion can expect us to: 

• TVeat you with respect and dignit}'. 

• Look at the way we do business and the way we 
relate to you and others using our procedures; 
we want to find ways to improN'C the qualit}' and 
.speed of our sers'ices. 

• Involve charging parties like you to help us un- 
derstand what you want, what you need, and 
what you think about the way we serve vou. 

• Support our front- line employees by giving 
them the tools and knowledge they need to pro- 
vide the best possible .service to you. 

• Strengthen our commitment to customer 
.service. 



Federal Communications 
Commission 

Private L^nd Mobile Radio Services 

ReguLites the use of the radio spectrum to ftdfill the 
needs of businesses, state and local governments, air- 
craft, ships, and indii'iduak 

When \ ou telephone: 

• You will recei\'e a respon.se to your inquir\' 
within one business da\'. 

• You will be tran.sferred no more than twice: if 
the issue remains unre.solved at the .second con- 
tact point, we will obtain the required informa- 
tion and return your call. 

• 1 f you are t ran sfer red during )'0 u r cal I , we will 
explain your i.ssue to the recipient of the tran.sfer 
.so vou do not ha\'e to repeat the reason for the 
cali. 
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• You will receive accurate and consistenr 
information on FCC policy and rules. 

When you request license appliaition forms: 

• You will receive your form order within 10 days 
after we receive your mail or phone request. You 
have immediate access to forms through "flix- 
on-demand*' and the Internet, 

• You will receive, along with the application, ma- 
terial that clearly describes the licensing process, 

When you apply for a license: 

• You will be able to determine the status of your 
license application and where it is in the process. 

• If your non-specialized mobile rad'c; systems ap- 
plication is error-free, you will ; ,c:'ive your 
license within 70 days of receipt, 

• If your application conti'ins errors that can be 
resolved by telephone, we vvil'i telephone you. If 
ail errors cannot be resolved, your application 
will be returned, but only after a complete 
review. Errors or omissions will be clearly indi- 
cated, 

• Ever)' five years, when your license needs 
renewal, we will send you your renewal notice 
90 days prior to the expiration date. 

Federal Emergency 
Management Agency 

Provides leadership and support to reduce loss of life 
atid property through a risk-based eniergetuy uianage- 
ment progratn. 

For individual disaster applicants, FEMA will: 

• Provide you with an opportunit}' to tell your 
stor)' to a responsive FEMA representative. 

• Treat you with respect and caring, 

• Ciive you clear, accurate information on disaster 
assistance and how to apply for it, 

• Explain cIcarU' what you need to do after appli- 
cation, what you can expect from the 
government, and how long the process should 
take. 

• Provide eligible individuals disaster housing as- 
sistance checks with all possible promptness and 
give ihein an estimate of die length of time it 
will take, 

• Provide equal access to disaster assistance for all 
i ndi vidua s, 

• L'se your aiggestions and coni[il;nius to im[irc>ve 
our service continually. 



General Services 
Administrahon 

Consumer Information Center 

Helps the public kuow about and get cousuttur infor- 
mation from the federal government. 

Value: 

• Idencif}' useful federal information of help to 
consumers, 

• Offer federal publications free or at the lowest 
possible cost in the free Consumer Information 
Catalog, 

• Ensure that sales booklets offered through the 
CiC program provide information that the pub- 
lic finds to be worth the price, 

Qualit)': 

• Make available publications that cover a wide 
variet}' of topics of importance to the public, 

• Ensure accurate processing of customer orders. 
Timeliness: 

• The average rime to fulfill an order by the GPO 
facility in Pueblo, Colorado, will be four to six 
weeks, including deliveiy time. 

Ease of accessibilit}' and convenience of sers'ice 
process: 

• The Pueblo, (x)lorado, flKilir)Mvill be 
maintained as a single point for consumers to 
obtain copies of the Catalog or other federal 
publications. Consumers can obtain a free copy 
of the Consimier Information Catalog by writ- 
ing to Catalog, Pueblo, CO 81009, or by calling 
719-948-4000, 

• An efficient means will be provided for 
nonprofit groups, such as libraries and schools 
that are able to distribute 25 copies or more of 
the Catalog on a quarterly basis, to be placed on 
epic's bulk mailing list. 

• The CIC Bulletin Board System and other new 
technology initiatives will increase customer ac- 
cess to the Catalog and other important 
consumer information. 



Interstate Commerce 
Commission 

Regulates interstate surface tra>tsportation, incbtding 
trains, trucks, buses, water carriers, household goods 
trafisporterSy freigl H fom ^arders, transportation 
brokers, and pipeli)ies. 
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Wo will: 

• Accurately update information contained on the 
Automated Response Capabilit)' at the end of 
each working day to reflect decisions served by 
the Commission that day. 

• Treat you courteously and be responsive to your 
questions. When \vc make a mistake, we will 
correct it as quickly as possible. 

• Provide an up-to-date telephone number which 
allows you to contact the ARC (Coordinator di- 
rectly if you have a problem with the ARC .sys- 
tem. You can reach the ARC Project 
Coordinator by telephone at 202-927-5970. 

• Kn courage \'ou to let us know how well we are 
.ser\'ing you and ;isk you to suggest wa\'s we can 
improN'c our service to you. 



Japan-United States 
Friendship Commission 

Promotes ))nttiuil inidcrsuvidirig and cooperation be- 
tween the United States a)id Japan; administers grant 
progiams for ]apa)iese studies in the United States, 
American studies in Japan, policy research, pnhlic af- 
fairs a?id education, and the arts. 

Our .standards are as follows: 

• You will be treated with courtesy ever\' time you 
contact us. 

• We will pro\ ide you with all the information 
you need in order to iniderstand our programs. 

• We will also provide you with information 
about other existing grant programs that may 
help you. 

• When you call our office for information or 
Ik I p. you will reach us on the fii si call. 

• You can expect us to deliser our ser\'ices fairly 
and to the .same high standards to all our clients 
regardless of race, color, age, religion, .sex, 
national origin, .sexual orientation, political pref- 
erence, labor organization or non-afrdiation, 
marital status, or non-di.squalif}'ing handicap. 



National Archives and 
Records Administration 

Accesses, arranges, descrihes, preserves, and niahes 
(ivtiilidflc to the puhlic the historically valuable records 
of the three bunu ho of gorcnnnent, 

• We will treat alt of our customers with couness-. 



• We will nicer or beat our established deadlines 
for providing customer .serv ice. 

• We will proN'ide to our customers competent 
ser\'ice by knowledgeable staff. 

• We will provide informational products to meet 
our customers* needs. 

If you call or visit one of our facilities: 

• You will find Archives staff and volunteers avail- 
able in all offices to assist you during posted 
business hours. C^ur business hours will he 
promin^^ntly posted at all sites and noted in our 
brochures and through other information 
sources. 

If you write to us about our holdings: 

• You will be .sent a respon.se to your written 
request about our holdings within 1 0 work days 
after we receive your letter. U we cannot provide 
a full respon.sc within that time, we will tell you 
that we have received your request and tell you 
how long we expect it will take before we can 
provide a fiill reply. 

If you need information about the National Archives: 

• You can obtain timely and up-to-date informa- 
tion about tile Archives, its .services, and holdings 
through the Internet and other on-line services, 
our fitx-on-deniand .service, through printed pub- 
lications, or by contacting one of our offices. 

If you need information about government rules and 
announcements: 

• You will be provided with timely information 
on a daily bitsis rli rough the federal Register on 
tlie following: 

— presidential proclamations and executive 
orders 

— proposed rules and fuial regulations 

— public meetings 

— federal grants 

fliis information is published in print and 
in electronic form by the Covcriinient 
Printing Office. 

If things go wrong: 

• If our .service has not maiched our values and 
standards for customer ser\ ice, we want u) know 
.so that we can do .something about it and get it 
right the next time. C)urloc-al complaints and 
suggestions procedures are as follows. You niav: 

— Ask to speak to the person you tieali with. 

— L'.se our Suggestion/Cx^m plaint comment 
form (NA form 14()4S). Vou can mail it or 
drop it in the box provided. Or, you can 
simply write us a letter. If you request 
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The General Public 



reply, we will provide a response within 
seven working days. 

— Speak or write to tiie supen'isor in charge, 
If we cannot solve your problem immedi- 
ately, we will provide a response within 
seven working days. 

IFyou are still not satisfied that we have handled your 
complaint or provided the service we promised, you 
can write to the Assistant Archivist for the office with 
which you have been dealing. 

National Commission on 
Libraries and Information 

Initiative: 

• NCLIS will seek out individuals and groups rep- 
resenting the U.S. public and offer advice or as- 
sistance in developing or carrying out policies 
that affect librar)' and information service 
nationally, 

• NCLIS will respond to requests for comment 
and take advantage oFother opportunities for 
providing advict and assistance, whether that 
advice is asked specifically of NCLIS, of federal 
agencies genenilly, or of the general public. 

Customization: 

• NCLIS will provide assistance in the form of 
data, appraisals, plans, studies, statistics, surveys, 
analyses, research, or policy advice tailored to the 
needs of the individual or group in each 
situation. 

1 imeliness: 

• NCl.IS will provide assistance on a schedule that 
is timel}'. usable and useful to the emit)' to 
which the information's being provided. 

Monitoring: 

• NC^LIS will track the provision of information 
to determine if it 

was useful/used, if it had an efTect, what were the 
f actors affecting the use/lack of use of the infor- 
mation, what could/should have been done dif- 
ferently, etc. 

Kvaluation: 

• NCXIS will assess (with the group or individual 
to whom the assistance was pro\'ided) what were 
the factors affecting the use/lack of use of the in- 
formation, what could/should have been done 
difkrently, etc. 



New or changed sen'ices: 

• NCLIS will revise our offering/provision of fu- 
ture sen'ices as determined by the evaluations. 

National Endowment 
FOR THE Humanities 

Ari independent^ gfant-making agenc)> established by 
Congress to support research^ education, and public 
pro-ams in the humanities. 

In assisting you as a prospective applicant, you can 
expect us to: 

• Respond courteously and quickly to your 
requests for information about our grant 
programs. 

• Be able to describe the programs that best suit 
your needs. 

• Provide application instructions and forms that 
are clear and easy for \'ou to use. 

• Offer prompt and thoughtful advice and guid- 
ance in preparing your application. 

• Expkin accurately the procedures that would be 
u.sed to evaluate your application and tell you 
when you could expect a decision. 

In assisting you as an applicant, you can expect us to: 

• Ensure that the evaluation of your application is 
fair, expeditious, and informed by the expert 
judgments of your peers. 

• Notify you promptly of the decision on your ap- 
plication. 

• Provide substantive reasons for the decision 
reached on your application. 

• C^ive you helpful advice, if you are unsuccessful, 
on revising or resubmitting your application. 

In assisting you as a grantee, you can expect us to: 

• Provide you with an award document that is 
clear and easy to understand and that sets forth 
sensible reporting requirements. 

• Provide the names of our staf} members who 
will scr^'C as contacts for your reports and for an\' 
iLssistance \'ou may need. 

• Answer promptly and satisflictorily all requests 
for information on NEH policies and 
procedures. 

• Read and acknowledge promptly your reports 
on grant activities. 

• Maiiuaiti a professional, helpful relationship 
with you as you carry \'our project to 
completion. 
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Appendix B: Test of Cusiomer Service Standards 



National Labor Relations 
Board 

Admiuisters the Namndl Labor ReLniom Act; 
preveuts atid remedies unfitir Ldwr priicticcs com mit- 
red by private sector employers and iniiom. 

Our customer ser\ icc standards include the 
following: 

• We will treat you courteously, 

• ^X^e will attempt to answer your questions aoout 
the case, consistent with the confidential it)* 
rights of other persons and the Privacy- Act. 

• It necessar)', we will provide bilingual ser\'ices if 
we are given sufficient notice of that need. 

• We will provide the same treatment to all 
persons regardless of race, sex, religion, national 
origin, age, political affiliation, sexual 
orientation, or disability'. 

• Our facilities are accessible to persons with dis- 
abilities. We will attempt to accommodate per- 
sons with disabilities. Pleiise let us know if you 
will need accommodation. 

• If you wish, you may be represented by an attor- 
ney or other representative of your own choice. 

Examples of the types of customer sen ice standards 
you can expect in rep resell tat i\'e cases are: 

• We will send all parties to the case a cop\' of the 
petition. Most petitions seek to have the NLRB 
conduct a secret-ballot representation election. 

• We will investigate any issues which are 
necessar\* to resolve before an election can be 
conducted. Where appropriate, we will explain 
the issues raised in the case. We may iisk the par- 
ties to submit their legal arguments. 

• Some petitions may be dismissed. Mowever, 
where an election is appropriate, we artempt to 
get all parties to agree to a voluntan" election. 
\X'c have been successful in achieving election 
agreements 80 percent of the time. 

• Where an election is appropriate, we attempt to 
schedule the election as soon as practicable, nor- 
mally within six to eight weeks after the petition 
hiis been filed. 

• If all parties do not agree to an election, we will 
issue a Notice of Hearing in order to resolve 
necessan* issues. 

• rhe hearing will be before an NLRB Meariug 
Officer. All parties may present relevant 
evidence relating to issues which muM be 
resolved before an election can be conducted. 

• After the hearing, the Nl.RB Regional I^irettor 
will issue a written decision as prompilv as possi- 
ble allowing for thorough and complete consid- 



eration of all the evidence and issues. The time it 
lakes to issue a written decision may depend 
upon the length of the hearing, complexity' of 
the issues, and office workload. From the time a 
petition is first filed, you should expect a 
regional decision after hearing normally within 
4S days. A party may request review of the 
Regional Directors decision after the hearing 
normally within 45 days. A part)' may request 
review of the Regional Director's decision by the 
board in Washington, D.C. 

From the time a regional decision after hearing 
issues, the parties should expect that an election 
normally will be conducted. If appropriate, 
within 25 to 30 days. 

Where an election is appropriate, we will 
conduct a secret ballot in such a manner so as to 
provide the eligible employees in the appropriate 
collective bargaining unit an opportunity' to cast 
their ballot. 

If there are determinative challenged ballots or 
election objections, we will investigate, and/or 
conduct a hearing on, the challenges and objec- 
tions and issue a written report. We may ask the 
parties to produce witnesses, evidence, and legal 
arguments. 

From time that challenges and/or objections to 
die election are filed, if no hearing is held, the 
parties should expect a regional report of supple- 
mental decir,ion normally within 35 days. If a 
hearing is held, the parties should expect a 
regional report or supplemental decision 
normally within 95 days. 

Following an election and the resolution of anv 
determinati\'e challenged ballots and/or 
objections, we will certity- that a union is, or is 
not, the collective-bargaining representative of 
the employees in the voting unit. 



National Mediation Board 

Assists i)i ?mii?itai?ii?iga free flow of commerce i?i the 
raih'oad a)id airline ijidttstries by ? eso/ri?ig disputes 
that couUl disrupt travel or imperil the eco?jo??jy. 

You can expect our staff to meet the following stan- 
dards: 

• At Iciist 90 percent of representation cases not 
involving a participant's request for board- level 
action will be completed within 90 calendar 
days of docketing. 

• In at least 90 percent of representatioh cases in- 
volving a participant's request for board-level ac- 
tion, the NMB staff will submit a 
recomn^endation to the board within 180 calen- 
dar u s of docketing and the board will 
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respond within an additional 30 calendar days. 

• An updated NMB Representation Manual will 
be made available to the public during fiscal vear 
1995. 

• An NMB investigator will be assigned to investi- 
gate representation cases within five business 
days of docketing. 

• Representation and mediation applications will 
be responded to within three business days fol- 
lowing their receipt by the NMB. 

• All NMB mediators will have received training 
on innovative/enhanced mediation approaches 
by the end of fiscal year 1995- 

• At least two training/orientation opportunities 
will be made available to the parties by the end 
of fiscal year 1995 regarding methods to reduce 
the \'olume of railroad grievance cases pending 
resolution. 

• Arbitrators compensated by the NMB will he 
sent their payment within 14 days following the 
NMB's receipt of an appropriate voucher. 

Ofhce of Personnel 
Management 

Federal Employment Information 
System 

Sert'esjoh seekers by providhig iiifonnation on federal 
employment. 

Vo assist you as a federal job seeker: 

• We will provide \'ou with courteous and timely 
sen' ice. 

• We will update our nationwide job listings ever\' 
business day. 

• Wc will have Employment Information 
Specialists available to answer your questions. 

• We will provide 24-hours-a-day, seven-days-a- 
week access to nationwide job information and 
application request scr\'ices through a varict)* of 
electronic media. 

• Wc will respond to your requests for 
applications and/or routine information within 
one business da\'. 



The General Pubuc 

• We will use your suggestions and complaints to 
improve our ser\'ice continually. We will always 
remember we work for vou, the American pub- 
lic. 

Pension Benefit Guaranty 
Corporation 

Protects the benefits of participants in private sector 
pension plans and provides timely payment cf benefits 
for those pension plans that have been terminated. 

We pledge that: 

• In all communications with you, we will 
acknowledge your inquir\' within one week. If 
we cannot give you an immediate answer, we 
will tell you when to expect it and we will give 
you a specific point of contact. 

• If it will take us longer than expected to answer 
your question, we will give you a status report 
and tell you a new date when to expect an 
answer. 

• If you are receiving a pension check, changes 
you request (such as address change, direct 
deposit, tax change) will be made within 30 
days, if the request is received by the first of the 
month. It will take another month if the request 
is received after the first of the month. 



United States Postal Service 

These are the continuing standards of the USPS: 

• Your First Class Mail will be delivered anwhere 
in the United States within three days. 

• Your local First Class jMail will be delivered 
overnight. 

• You will receive ser%'ice at post office counters 
within five minutes. 

• You can get postal information 24 hours a day 
by calling a local number. 
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1- NATIONAL 

Law Enforcement 




REVIEW 



Department of Justice 

Community Relations Service (CRS) 

Conflict Prevention and Resolution Program 

• W'e will clearly explain the process that CRS uses 
to address racial and ethnic conflicts, and our 
role in that process- 

• We will provide opportunities for all parties in- 
volved to contribute to, and work toward, a so- 
lution to the racial or ethnic conflict. 

• If you arc a participant in a C*RS training session 
or conference, we will pro\ ide usetiil 
information and inatcriaJs that will assist you in 
preventing or minimizing racial and ethnic ten- 
sions. If you would like mor: information, we 
will work with you to idcntif}' additional materi- 
als to meet your needs, w ithin three weeks of 
learning of your need. 

• Wc will be prepared to provide on-site serx ices 
in major racial or ethnic crisis situations within 
24 hours of when your communit)' notifies CRS 
or C]RS becomes aware of the crisis. 

• In non-crisis siuiaiions, we will contact you within 
three dav's of when vourcommiinit)' notifies CRS 
or C *RS Ix'comes a ware of the situation, to discuss 
your request for C*RS serv ices. 

FHDERyVL Bureau of Invksticatton 

Integrated Automated Fingerprint Identification 
System (lAFIS) 

Supports Luc v)if(m c))wm t^^cncics. 



ERIC 



Name checks: 

• Response time for name searches against crimi- 
nal histories is and will be five seconds. 

l ingerprint checks using current manual process: 

• We now process fingerprint identification of ar- 
restees in an average of 21 days from the nme we 
receive the fingerprint card. 

• \X'e now process fingerprint identification for 
employment and licensing purposes in an aver- 
age of 2 1 days from the time we receiN'c the fin- 
gerprint card. 

Fingerprint checks in the future u;ing lAFlS: 

• lAPIS will process fingerprint identification of 
ai restees in an as'erage of r\vo hours from the 
time of receipt of the fingerprint data. 

• lAI'IS will process fingerprint identification for 
employment and licensing purposes in an aver- 
age of 24 hours from the time of receipt of the 
fingerprint data. 

National Crime Information Center (NCIC) 

NCIC 2000 will first become available for users in 
late 1995. with all improvements projected to be 
completed in 1996. When the NC:k: 2000 System is 
full)' operational it w ill meet the follow ing standards: 

• C!ustomers will be able to access the system 24 
hours a d,u'. seven davs a week {currentK" avail- 
able). 

• System will process NCIC iiujuiries in one sec- 
ond or less. Current NC]IC! processing time is 
two seconds. 

• L'scrs will be able to conduct on-line inquiries 
for information that is now available only 
through special computer programming. 



10? 



Appendix B: Texi of Customer Service Standards 

• Users will be able lo receive plKm>i;r.ipii and fin- 
gerprint i mattes on-line in p()li<.c- eruiscrs 
(currently not available) 

Uniform Crime Reports Program 

• The 'niuial C'rinie in die l*.S. report will lu* 
pubh>lied in October i>t each \ear. 

• Seini-annuai report updates will be publiNiied in 
September and March dKmcIi \ ear. 

• U you are with a criminal justice at^eiicy and 
wish to be put on our inailini: HnI for thcNC 
reports, vi)u niav contact a nieniber of our Niaff. 

• It you are a member ot the public, you may ob- 
tain these reportN for a iee by coniaciini; the 
Superintendent of DocumentN, Cio\eriuiiem 
Printing OfFice. 

• I o receive customized reports, vou may contact 
our program staff, which w ill facilitate a 
response to your inc]uir\' .is soon .is poNsible in 
written or electronic form. 

When Fully operational, the National Incident-B.i.sed 
Reporting System program will provide the following 
services: 

• Data on 22 crime categories made up of 4() spe- 
cific crimes will be collected (current syvtem col- 
lects data on only eight crime categories). 

• Information on ever\* crime will be collected 
separatelv (current svsiem uscn a sunim.)r\- 
report, which reports oni\" the worst crime in a 
multiple ortense situation). 

• Age, sex. r.ice, ethnicitv, etc. will be reported for 
victims and witnesses of all crimes, which will 
.illow for better an.ilvsis (current sy\teni reports 
this information onK' on certain crimes). 

• S\'stem will proside the ability lo quantify- drug 
seizures in relationship to drug arrest (currently 
not available). 

• Information will address such issues as bate 
crimes, white-collar crime, domestic violence, 
abuse ot the elderly, etc. (currently not asailable 
in sunuiiar\- .system). 

U.S. Attorn Kvs Officios 

Victim-Witness Program 

Notitlcations — It \ ()u request it, we will provide the 
tollowinu notitlcations to vou within two weeks or 
less: 

• When tiiere's been a change in ilu' detention 
status ot .111 otieiider. 

• When ciiarges have been tiled .igainsr a 
suspected otiender, or it any or all ciiarges are 
dismissed. 



• W hen <.oiiri s*.hedules vh.mged 

• \\ hen there s Ixvn a plea agreeuKiu A\ui fhv 
terniN ot the .igreemeni. It (he d<.teridaiu enlui 
ple.ids i;uih\ or in tcMUid guih\. mhi du 
right m submit an 'imp.Kt starviiKnt d».r.ulnv.: 
the emotional effeviN ot ilus ^.rime on \uui 
and the lues ot nKnibvrs (»t \ou t.nnib. 

• 1 Ik- date vet tor Nenr<.iKini: it rlu- otk rKi<.-i i> 
tound guilt\, and the senteiKe imposed It i\wtK. 
is a t.on\;vtion. \ou ina\ be niKitkd ut «.h,inge> 
in the prisoner s status b\ tlu- l^u's.ui ot PrK»»ti> 

Other asMsiaiKe ser\Kes: 

• I o die extent possible, a sc[Mrau v. a mug .u<.i 
will be proN ided \ot you separate from ilu 
otteiidei and defense w luiesses during «.outi pio 
«.eedings. 

• l iiiotional support and .issisi.nKe will Ix 
provided u» \ oii ouring <.i»urt ap^varaiKes. 

• L pon \our request, you will be .issisied in c.ilk 
in^wlili \our eniplo\ er it \nur <.ooper.itu»n m 
the imesiigatioii or prose^^ution ot the <.rinK- 
causes \-ou to be .ibseiit from work: likewise, it 
the <.rinie prohibits your .ibihty lo make tim<.l\ 
pa\nients to <.reditors. assistance will be 
provided to \-ou in dealing with those *.reduors. 

• ^ou will routtiieU be provided with ititotmatmn 
or assistaiKc <.oiKerning trai^sporiaii<M^. pat king, 
lodging, translator, and rel.ited serxi^es. 

• W ben needed, \'ou will be provided referrals to 
existing .igencies f(»r shelter, counseling, 
conipetisatioti. .uid (ulier i\ pes ot assistajKe set 
\ices. 



Department of the Treasury 

AND FlRF:.AR.\ t.S 

The National Tracing Center 

/■/t'Ipy fcflcriti ytillt\ Ith'ilL or nnt nuinonj! liiii 
t'fifonvnu'fii ii^ouic'y idnntfi- l yininij/ ^lo/uvh In 

It \ou request .i ir.KC from us, \-ou <..in e\pei.i that: 

• "I 'rgeni traces will be completed within 2 \ 
hours. An urgent trai^e iiuobes .1 fhearni used in 
a (.rime of violence or invokes information that 
is essential to apprebetid or hold a suspect, ot to 
obiain a search warrant. I ime is esseiui.d. 

• We \\ilKoiua<.i v(»u datl\ tt \(iur iitgeni 
tatitiot be completed within the established 
ttniefiame. 
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• "Routine" traces will he completed within four 
weeks. A routine trace involves crimes such as 
carr)'ing a fire-arm vithout a permit, burglary', 
and firearms traftickini;. This categor\- also 
includes identiH'ing the purchaser of recovcied 
rtrearnis when nme is not an essential factor. 

Please note chat we depend on the cooperation of li- 
censed firearms dealers and others to complete traces. 
I'he response times of dealers affects the times it takes 
us to respond to your request.s, 

Fhdkral l^w Enforcement 
Tr/Mning Center 



7 m/Ns fcderdi state, and local hiw ofjuials. 

• W'e will maintain Administrative Ser\'ices at a 
level 4, as measured by the Student Feedback 
System. 

• We will maintain Program Ser\'ices at a level 5, 
as measured by the Student Feedback System. 

• W'e will maintain a rating of 90 percent for cus- 
tomer ser\ ices in the 1994 Customer 
Satisfaction Siir\'ey. 

• We will train 100 percent of your Basic 
Students. 



U.S Secret Service 

Conducts i}westigat}o>i$ to assist U.S. Attorney's with 
their prosecutions of crimes involving countetfeititig, 
forge)y, and other ki>ids offiaud. 

Because wc want to provide the U.S. Attorneys with 
completed investigations consistent with their prose- 
cution priorities, the Secret Ser\'icc has set the follow- 
ing standards for this relationship: 

• A minimum of 25 percent of ail U.S. Attorneys 
or their designees will be inteiviewcd each year 
by a representative of the Director of the Secret 
Ser\'ice. These interviews will ensure that the 
needs and priorities of the U.S. Attorney's 
Office are being met bv the local Secret Service 
Office. 

• Special Agents in Charge u ill maintain ongoing 
and frequent liaison with U.S. Attorneys :n their 
districts. 

• Specific ser\'ice standards agreements will be de- 
termined after consultations between the Secret 
Seivice and each U.S. Attorney. These standards 
will be tailored to reflect the unique needs of 
each U.S. Attorney and the respective judicial 
district. 
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Natural Resource 
Management 



NATIONAL 




REVIEW 



Department of Agriculture 

Forest Service 

Mtnuiges 191 million ticm of forest (Uul riHigchniH 
in id regit Lncs use. 

• Our offices, work sites, and visitor ccniers will be 
open at times convenient to our customers. 

• Kiu)\viedt;eable emplowes \\ ill be a\'ailable ai 
times convenient to our customers. 

• Our facilities will be safe, clean, attractive, and 
informative, 

• Our facilities will be accessible to persons of all 
at;es and abilities. 

• Visitors will always be welcomed with prompt, 
courteous sersice. 

• CAistomers will be asked regularly to help us im- 
prove our serN'ices and business practices. 

• Customers will promptly receive the serv ice and 
information ihey request, or we will explain we 
cannot meet the request. 



Department of Defense 

U.S. Army Corps ot- Engineer s 

Environmental Management 

Imorportites eivsystetti wiiiuigewcnt iwisiricrtitions i)i 
nil /is/HTts of its nutter resoiore projects. incliuliN^ those 
for utirigtftion, jhofl co)itrol storm dimtige rcfluetio)!, 
hydroeleetrie, tiud recreittion. 



• We will work hand-in-hand with states, cities, 
and municipalities to fund, plan, and implement 
needed water and environmental projects that 
meet federal criteria. 

• NX'hen recommending projects, we will carefully 
weigli costs and benefits to the environment 
with economic costs nd benefits, reconciling so- 
cietv s demands with the vital need to sustain the 
our natural environment. 

• When requested by blPA or other federal ;igenc\-. 
we will quickly apply our know-how in environ- 
mental engineering and management to investi- 
gate hazardous ;ind toxic waste on defense siies. 
and clean them promptly and thoroughly as 
funding allows. 

• We will continue to work with the public and 
industpk' through our four research laboratories 
to develop new teclinological solutions to envi- 
ronmental concerns and to make tliem available 
quickh'. 

Regulatory Program 

Reguhites the flerelopment/KH' of (my work or 
structure iu or (tfjcctiugd udvigable uuiteruuiy of the 
United Stiites oud the diselhirgc of dredged or fill nuh 
teridi in all uuiters of the Uuited States; authorities 
9(1000 activities aamially, 

• We will complete action on percent of all ap- 
plications in less than 120 days. 

Water Resources Operation and Maintenance 

Opera te< JJ f locks, dredges orer 900 harlwrs, 
operates and waiatanis .^^^J major lakes a ad 
reserroirs for llood control maintains J, "^00 
recreation sites, and provides hydropowc) at "^5 sues. 
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• We will publish all scheduled lock outages and 
maintain procedures for notification ofunsciied- 
uled outages, 

• W'e will coordinate and share inforniation witii 
tederal, state, and local officials of potential 
flood conditions, 

• W'e will maintain the iiarbors and rivers of 
America's waterways so that they are open to 
traffic, 

• We will maintain all recreation facilities in a 
clean and safe condition, and we will treat ail of 
our visitors courteously. 

Water Resources Planning, Engineering, and 
Construction 

Provides developmental cnpahilit 'ies for water 
resowves projects ajfectiug the United States, in part- 
nership with stiue and local communities. 

• NX e will work closely with other federal govern- 
ment, state, and local offiiciais to complete a def- 
inition of the problem with a goal of completing 
this activity for large projects within x\\o years. 
These studies will be federally Rinded, 

• We will work to dewlop a feasibility' report of 
potential solution(s) for large projects within 
four \ ears, for referral for action to Congress, 
1 hese studies will be cost-shared, 

• For those projects authorized, we will complete 
preconstruction engineering and design within 
rwo \'ears. The design is federally tiinded up- 
front. Tile local sponsor will be asked to share 
design and construction costs wiien the project 
is under construction, 

• We will provide the sponsor with an estimate of 
the construction costs and schedule prior to con- 
struction, and we will meet regularly with the 
sponsor to manage risks. 



Department of Energy 

Energy Resources 

The number one goal of the Oepartment's Energ\' 
Resources Business Line in fiscal year will be to 
advance the nation's capabilit)- to deliver clean, ef}!- 
cient, reliable, equitable, and cost-efFecrive energ)- ser- 
vices to tile American people. With this goal in mind, 
we will: 

• K\pand the C!lean C'ties Program to 25 cities b\' 
DeeemixT 1994. 

• Add 1 2,250 alternatiw fuel vehicles to the fed- 
eral fleet and promote the opening of over 60 
private sector refueling stations for these veiiicles 



by October 1995, 

• Establish 12 new Cooperative Research and 
Development Agreements with the automotive 
industry' to develop cleaner cars, with the goal of 
increasing transportation energ\' efTicicno', low- 
ering air pollution levels, and reducing the 
nation's dependence on imported oil, bv 
October 1995, 

• Implement climate change programs to reduce 
domestic greenhouse gases h\ 4 percent bv the 
v'ear 2000, 

• Provide funds for weatherizing 126,000 homes, 
and upgrading 1,350 schools and hospitals bv 
October 1995, 

• B)' the year 2000, increase the use of clean 
domestic natural gas to an estimated 22 trillion 
cubic feet, an increase of approximateK' 18 per- 
cent. 

• Create 20,000 new jobs through the implemen- 
tation of energ)' efficiency programs that 
promote private sector investment b\' October 
1995. 



Department of the Interior 

Bureau of Indian Affairs 

Serves as the steward for Indian and ALiska iW/tire 
Lnids and monies held in trust by the United States, 

By the end of fiscal year 1995: 

• We will provide you with up-to-date 
information about the status of your claim, ap- 
plication, case or inquir\' on the day of )'our \'isit 
to our ofFice. 

• Wc will answer your telephone call in a pleasant, 
courteous manner and be responsive to your 
questions. We will return \'our phone call bv 
close of business the next work da\'. If we are not 
able to assist \'ou, we will direct \'ou to the nec- 
essar\' office that will help you, 

• We will response to \'our written inquiries 
within five da\'s of receipt of your letter and we 
will seek resolution of your problems within 30 
da\'s, 

• Wc \\ ill consult with and provide feedback to 
\'ou regarding education issues under considera- 
tion tiirough regularh- held regional education 
consultation meetings, 

• W'e will develop all new rules and regulations in 
partnership with tribes. 

• will establish a formal consultation process 
tiirougii which comments and concerns by tribal 
go\ ernments will be sought. 
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• Wc will deliver portable classrooms within one 
year of funding. 

Bureau of Land ManageiMent 

Mdtuiges all aspects of 270 million acres of federal 
laud and 570 million acres of federal mineral 
resources. 

We will always: 

• Treat you in a courteous, efficient, and 
professional manner even' time you contact us. 

• Work with you to meet your needs while com- 
plying with laws and regulations. 

• Advise you if your request cannot be filled in 
your initial contact with us» and tell you who 
will respond to your request and when you can 
expect that response. 

Casual Uses of Lands, Facilities, and Developed 
Sites 

Use of camp^'oimdsy visitor centers, developed trails, 
and other facilities. 

• You will be provided with well-designed and 
maintained facilities. 

• You will receive complete and up-to-date infor- 
mation on the requested site. 

• If you need an authoriziition to use lands, facili- 
ties, or sites, we will complete action on your in- 
person request within 30 minutes. We will 
respond to telephone or written requests within 
five business days 

Compliance and Enforcement 

Enforcement of requirements, regulations, and laws 
governing leases, permits, grants, and other uses of 
lands and resources. 

• You will be advised of the requirements for the 
proper use of public lands and resources. 

• You will be given the information you need re- 
garding the applicable BLM compliance and en- 
forcement process, expected time frames, and 
'•eporting requirements and responsibilities. 

• You will be treated fairly under laws and regula- 
tions. 

Information Access Centers 

Provide information and products at central 
locations. 

• You will be greeted and your request will he ac- 
knowledged wiilii'i five minutes of your arrival. 

• You will recel the most current and accurate 



infornicition about the public land that we have 
available to the public. 

• You will receive available information within 30 
minutes of your in-person request. We will 
respond to your telephone or written inquiries 
within five business days. 

Public Policy Involvement Opportunities 

Opportunities for you to be involved in our planning 
process and our management of resources. 

• You will be provided with the opportunity^ to 
tell us how you think publicly owned resources 
should be managed. 

• As we develop plans, rules, and regulations for 
use of public resources, you will be asked for 
your ideas. 

• You will be afforded adequate time to make 
your comments and suggestions. 

Uses Requiring Authorization 

Grazing pennits, mineral leases, and rights of way 
that require prior written approval. 

• You will receive a response to your phone mes- 
sages and letters, usually within five business 
da\'s. 

• You will be informed of what the transaction is, 
how your request will be handled, who will re- 
spond to \'our request, and the date by which we 
expect to address your request. 

Bureau of Rf,clamation 

Hydropower and Water Deliveries 

• We will always treat our customers with 
courtesy and respect. 

• We will prompdy answer our customer:/ ques- 
tions with accurate, objective information. 

• We will resolve our customers' needs through 
single-point contact whenever possible — our 
customers will not receive the "run around." 

• We will provide educational inforniatior to our 
customers about the resources we manage, their 
use, and the laws and regulations governing their 
use. 

• We will use language that our customers can 
easily understand. 

• We will ask for and consider our customers' 
ideas about agency plans, programs, and 
services. 

• We will promptl)- respond to our customers' 
suggestions, concerns, and complaints. 
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Minerals Management Servick 

Offshore Minerals Management 

Alaska Rea;i()nal Public InKorniatioii Office — Pilot 
Project: 

• riic buck stops Iktc wiicii it comes to assisting 
people lost and wandering in tbe bureaucratic 
maze of government, 

• NX alk-iii customers have priorit}' and will be 
proniptK' acknowledged and assisted as soon as 
possible, 

• All information will be current and correct, Staf^ 
will find the answer or find a more knowledge- 
able person to assist. Wc will never guess, 

• Not all questions have answers, IF the answer 
can't be ft)und. that fact will be reported to the 
customer. 

• Customers are never sent to another office or 
agency cold. Staff will check to ensure the office 
is the correct one and also that the contact per- 
son is available, 

• Before leaving, all customers will be asked, 
"Does this completely answer your question? ' 

The Cuilf of Mexico Public Information Office — 
Pilot Project: 

• When you enter our office you will be promptly 
acknowledged, 

• We will be sensitive to \'our information needs. 

• ^'ou can expect to be treated with eourres\* at all 
times, 

• \XV will make a sincere effort to provide vou 
with information in a timely manner, 

• We will striN'e to accurately respond to your re- 
quest. 

Pacific Regional Public Information Office — Pilot 
Project: 

• birst class is our game and you will be treated 
the same. Clustomers visiting the Pacific Region 
arc our number one priority'. 

• We will greet you with a smile and give you 
prompt assistance. Your needs are important to 
us, 

• We are as time-conscious as you are. We will tr\- 
to get \'ou what \'0u need as quickK' as possible. 

Royalty Management Program 

I'armington, New Me-ico ™ Pilot Project: 

Our aim is to continually impnn e seivice to vou. If 
you would like to make a comment or complaint, 
plea.se feel free to use the comment card available 
from any of our employees. j 



• Prompt, personal attention (an interpreter will 
be provided if necessar\ ). You will he treated 
with courtesy and respect. 

• Accurate information. Your questions will be 
answered beft)re \'ou leave, or you will receive 
periodic status reports until the i.ssues are 
resolved, 

• You will not be .sent to another office unless ab- 
solutely necessarx'. 

• Easy access to us. You can come to our office; 
you can call our free telephone number (1-800- 
238-2839); or we will meet with you at a more 
convenient location at your request, 

Oklahoma Cit\' — Pilot Project: 

• /'\ssist our customers with the same high 
standards we expect as customers, 

• Listen to your royal t)' issues and assume respon- 
sibilit}' for coordinating the resolution of your 
concerns. 

• Meet you el.se where to help you understand the 
royal r\' process as it affects you if you cannot 
come to our office. 

• Seek your ideas to help us improve our serv ices 
by routinely requesting your input on our per- 
formance and professionalism. 

Nai'ional Park Service 

Pro/notes a) id reguLites the use ofthuiinuil parh. 
mo)n())ie}its, and resenuitio?is. 

We pledge to: 

• Protect your right to experience superlative 
wilderness and scenic grandeur. 

• Clomniunicate an understanding of the people, 
places, and events that .shaped the.se United 
States. 

• Provide opportunities for qualit}- outdoor recre- 
ation while con.ser\'ing exceptional natural, cul- 
tural, and historical resources. 

• Make the beauty and histon' of our nation's 
parklands a more meaningful part of the life of 
all Americans. 

• Manage the National Park System .so that ever) - 
one, now and in the future, may be a.ssured the 
right of enjcwing the parks. 

• Seek out and protect the finest of what remains 
unprotected of" the nation's natural, cultural, hi.s- 
torical, and recreational resources, 

• join in partnerships throughout this and other 
nations in conseiving and maintaining a qualitv 
world environment. 
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Visitor Centers 

• We will keep the center open during peak hours 
and se;isons and provide alternative sources of 
information when the center is closed. 

• \^^Q will maintain the facility' in a clean, safe con- 
dition. 

• We will answer your questions or refer \'ou to 
additional sources of assistance. 

• We will make special efforts to inform you of 
hazards and situations that may ad\'ersely affect 
your visit. 



Natural Resource Management 

• V/e will provide and maintain exhibits and 
audio- visual programs that impart understand- 
ing and srinuilate apf)reciation of the park and 
its significant natural, historical, cultural, and 
recreational values. 

• We will display schedules of programs and activ- 
ities available throughout the park. 

• We will oftbr a wide range of qualit)-, park- 
related educational items at fair market value 
sold in well-maintained outlets. 
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Department of Agriculture 

Economic Agencies 

Economic Research Service, World Agricultural 
Outlook Board, and National Agriculttiral 
Statistics Service 

Provide infomuttion and iVialyscs for i??iproi'i?i^ the 
pe}fimta)ue of ajpicidture ami the well-being of rural 
Ameriea. 

We will: 

• Respond to each customer in a courteous and 
helpRil manner. 

• Accurately direct you to tlie person or a^eiic)" 
with the information you need. 

• Provide complete, accurate information about 
our programs, products, and sers'ices in plain 
language. 

• Make it easy to find and order reports. 

• Deliver promised information promptly. 

• Hxplain why, when we caimot meet your 
request. 

• Deliver ser^'ices without discrimination on the 
basis of race, color, national origin, sex. religion, 
age. disability, poliiical beliefs, and marital or 
family status. 

Sen'ice vou can expect fiom the l*RS-NASS sales 
desk: 

• Your call will be answered j>rompil\* and courte- 
ously by a knowledgeable operator. 
Occasionally, the volume of calls may require 
that your call be placed on hold for a short time, 
but we won't forget youl 



• If you are calling for the first time, the operator 
will ask for your name and address and will give 
you a customer ID nimiber to expedite your 
next order. 

• Orders for monographs, electronic data 
products, and single copies of periodicals will be 
mailed first-class within five working days. 

• Payment choices include MasterCard or Visa, or 
check or money order (U.S. funds only). 

• You will recei\'e two renewal notices before sub- 
scriptions expire. 

• ERS-N ASS operators can answer your questions 
regarding the current status of your account, in- 
cluding payment, issues due. billing, and other 
questions. Hrrors will be corrected promptly. 

• You can request expedited shipment of your 
order via Federal Express at your expense. 



Department of Commerce 

Bureau of Fxonomic Analysis 

Provides eeo?io??iie d^ita on the U.S. eeofioniy aud its 
position in theglobnl nuirhet, 

• BEA will meet its published annual calendar of 
news release dates. Any changes in these dates 
will be announced as far in advance as possible. 

• Bl'>\ will provide access to news releases on the 
1:BB (b:conomic Bulletin Board). EBB l-AX. and 
recorded telephone messages at the lime of 
release, 

• BEA startWill respond to customer 
correspondence within five business da\'s. 
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• BKA staff will return customer ph(Mic calls 
within one business da\'. 

• BEA Nvill ship off-the-shelf products within three 
business days. 

BCRFAU OF THH CeNSUS 

Data Users Services Division 

Provides a variety of products and snvices based ofi 
Cefisiis data. 

• Phone calls. We will answer phone calls to the 
standard Customer Sen ices telephone number 
(301-763-4100) within one minute after the ip- 
troducton' message ends. 

• Shipping orders. We will ship iterr? . For off-the- 
shelf orders within one working day. 

• Custom orders. We will ship orders for custom 
products as stated by the customer sen'ice repre- 
sentative. 

• Courtesy, Our telephone reference staff' will be 
courteous, knowledgeable, and businesslike, 

• Ciuarantee. We guarantee that you will be happv 
with our product or you can return it for a full 
refund within 30 days. 

• C^omplaints and questions. Customers phoning 
or f;L\ing a complaint or inquin' will receive an 
initial response within three hours. All problems 
will be resolved within one working da v. 

Economics and Statistics Administration 
STAT-USA 

Provides hi(si?iess. trade, afid ecofioniic iiiforniatioiL 

Files on the Kconomic Bulletin Board (KBB): 

• We will post all files on the 1 BB within 30 min- 
utes of receipt from the originatiiig agencv. 

Order fulfillment: 

• We will ship CD-ROM orders by first-class mail 
the next business day after e accept the order. 

• If we do not ship your order on the next 
business dav, we will send vou one C^D-ROM 
free, 

I ec h n I ca 1 assist an ce: 

• All technical assistance calls will be resolved 
within 24 hours. If the problem requires more 
time to resolve, we will keep vou posted of our 
progress, 

• If yoM forgot your I BB password, please give us 
24 hours to identify ii. NX'e will call the owner of 
iheacccmni back with the information. 



• We will do our best answer your questions. If we 
do not know the answer, we will direct you to 
someone who does. 

Billing: 

• For our CD-ROM subscription sen'ices, you 
will receive a reminder to renew the subscription 
45 days in advance of the subscription 
expiration date. If we do not receive payment 
from you, we will stop the subscription. 

• For our EBB subscription sei^'ice, we will 
include renewal charges in your trimesrerly bill. 
We will also send you additional reminder no- 
tices. You will have 90 days after the date of the 
first bill to return payment to us. If you cannot 
return payment to us within this time period, 
wc resen'e the right to deactivate your account. 
However, nlease contact us if you need 
additional time and we will extend the grace pe- 
riod. 

You can expect us to: 

• Cive you our name when we answer the phone 
or write to you. 

• Be polite, considerate, open, and honest. 

• Give you accurate information about our prod- 
ucts and sei^Mces. 

• Apologize if we get things wrong, explain what 
happened, and make things right. 

• Deliver our ^ei^'ices fairly and to the same high 
standards to all our clients regardless of sex, race, 
disabilit}', religion, and age. 

Person to person: 

• We will regularly ask our clients what they think 
of our ser\'ices — and we will share those results 
with you. 

• STAT- USA wants to hear from you, whether 
it s good news or bad. All of our managers can 
be reached by mail, telephone, ore-mail. 

National Institute of Standards 

AND lV:CHNOLOGY 

Develops and distributes Sta?idard Reference 
Material (SRMs) for use in the cojitrol of production 
processes a)ul in measurement asst{ra)ice pro^ajns. 

• We will deliver SRMs to you within 24 hours of 
order upon request. 

• ^'our call to order SRMs will be answered within 
30 seconds. 

• We will work widi our customers to ensure that 
SKMs permit you to attain more accurate mea- 
sures: serve as an industn'wide standard for com- 
merce; and are highly characterized materials 
useful to science, industn-, and government. 
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National Oceanic and 
Atmospheric Administration 

Aeronautical Charts and Related Data 

Provides aeromutUal chart products and semces. 

We promise: 

• \ o provide you products with no defects. 

• To work closely with the Federal Aviation 
Administration and the Defense Mapping 
Ageno'. through the interagency Air 
Cartographic Committee, to maintain and de- 
velop aeronautical chart specifications for your 
existing and emerging charting needs. 

• To preserve our perfect record of meeting all 
print cycles and to continue to meet our high- 
qualit)', printed image standards of +.003 accu- 
racy'. 

• i o deliver aeronautical and nautical products to 
you who are our domestic customers within two 
weeks of receiving your order. 

• To ensure we have appropriate stock quantities 
of products, while minimizing costly condemna- 
tion of obsolete products. 

• To replv to vour inquiries in a timelv manner 
by: 

— responding, the same business day. to your 
telephone inquiries about obtaining our 
products; 

— responding to your recorded messages on 
our 24-hour toll-free customer service lines 
within three working days; and 

— responding to written correspondence 
(other than orders for products) within 
three weeks. 

• I o promote our understanding of your needs 
and vour awareness of our products and services 
by: ' 

— continuing to hold a workshop for NOS 
C^hart Agents approximately ever\' 1 8 
months; 

— actively participating in a wide variet)' of 
conferences, committees and workshops; 

— marketing our products and services at air 
shows and technical conferences; 

— conducting professional sun-eys as needed; 
and 

— continuing our outreach program lo avia- 
tion schools, flying clubs, and the general 
public- 

• To always be polite, considerate, and honest, 
and to ensure our products and sen'ices meet or 
exceed your expectations. 



• To apologize to \'ou when things go wrong, ex- 
plain what happened, and do our ver\' best to 
correct the problem promptly. 

Geodetic Data and Related Products 

Provides geodectic cLit/i, aerial photographs, applica- 
tions software, and related publications inul services. 

We will be: 

• Working closely with the Federal Cjcodetic 
Control Subcommittee of the Federal 
Geographic Data Committee to develop 
standards and specifications to guide you in con- 
ducting geodetic and photogranimetric surveys. 

• Using the highest standards of qualit)', service, 
and integrit)' to improve our responsiveness to 
user requests. We will investigate, evaluate, and 
pursue, where feasible, the newest developments 
in surveying technology, database systems, and 
telecommunications, as well as programs for the 
transfer of technolog)', to enable our customers 
to accomplish their missions in a more efTicient 
and cost-effective manner. 

• Delivering geodetic data products to our domes- 
tic customers within one week of receiving vour 
order. 

• Ensuring we have appropriate stock quantities of 
products. 

• Respo n d i ng the same b us i n ess d ay i o you r lele- 
phone requests for our products. 

• Responding to your telephone messages within 
one working day. 

• Supporting professional workshops on geodetic 
surveying and related activities nationwide 
through cooperative arrangements with universi- 
ties, professional societies, and state license 
boards. 

• Participating in a wide variety of conferences, 
committees, and technical workshops. 

• ('ontinuing our outreach program to schools, 
professional societies, and the general public. 

• Being polite, considerate, and honest, and ensur- 
ing our products and ser\'ices meet or exceed 
your expectations. 

• Doing our best to correct a problem promptly if" 
things go wrong. 

Grants Management 

Awards g7'a fits and cooperative agnr»icnts for a vari- 
ety of scientific and on'iroinnetital projects. 

• Applicant notification: Applicants {..c KOAA 
grants and cooperative agreements will be noti- 
fied within r\vo weeks after receipt of tlic appli 
cation by the C Grants Manngement Division. 
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• Application processing: Complete Rindablc ap- 
plications approved by progiam offices with 
funds available will be processed and awarded 
within 60 days after receipt by the Grants 
Management Division, 

• Simplified requirements: Application paperwork 
and budget justification requirements will be 
kept to a minimum. 

• Responsive communications: Responses to writ- 
ten communications from grantees requesting 
approval for budget revisions, etc., will be 
mailed within one month after receipt. Requests 
for information by telephone or by electronic 
mail will be answered within 24 hours, 

• Recipient training: Annual workshops will be 
conducted, providing opportunities for NOAA 
program staff* applicants, and recipients to 
exchange information and upgrade grants and 
cooperative agreement administration skills. 

• Timel)' close-out: Within 90 days after an award 
expires and unexpended kinds are returned to 
NOAA, a close-out letter will be i.ssued. 

National Environmental Satellite, Data, and 
Information Service 

Gathers and distributes the nation s enriroHwent/iI 
satellite and oceanographic data. 

We will ser\'e \'oa in the area of data qualit\' b\': 

• Addressing the accuracy of measurements and 
the probabilit}' that any observ ation is consistent 
with this accurac)'. 

We will serA'e nou in the area of data continuity by: 

• Addressing the compatibilit)' between past and 
present data relative to a homogeneous and con- 
tinuous record. 

• Improving climate and ocean prediction 
through access to NOAA s qua lit}' databases. 

• Improving business decisions using NOAA's na- 
tion;iJ and international data holdings. 

We will serve you in the area ot customer ser\'ice bv: 

• Hosting workshops and data advisor}' groups 
twice a year. 

• Hosting user-based demonstrations and valida- 
tions rwice a year. 

• Improving access to data and information via 
on-line seivices, as opposed to telephone 
reciuests; will improve response time b\' one da\- 
to two weeks. 

• Providing response to standard customer orders 
in fewer than \^\ working days and rush orders 
in fewer thati fi\e workinu da\'s. 



Space Environment Laboratory 

Reduce adverse effects of solar-tenestrial disturbances 
ON human activities. 

We continually strive to improve our forecasts by 
constantly assimilating data to: 

• Continuously monitor, analyze and forecast the 
environment between Sun and Earth providing 
forecasts once a da\*, updated ever}' three hours, 
and continuous real-time data and nowcasts. 

• Conduct research in sol ar-ter rest rial physics, de- 
veloping techniques for forecasting solar and 
geophysical disturbances. On average 30 new 
techniques per year have been implemented. 

• Improve the timeliness and accurac}' of SEL's 
data by using new instruments and observing 
techniques. Incremental increases are marked 
every solar c}'cle. 

• Take a leading role in advocating and designing 
new data systems that will fly on government 
satellites, including three t}pes of sensors on 
GOES, one on 1 IROS, the ftiture Solar X-ray 
Imager on GOES, and vital satellite instrumenta- 
tion at the LI position. 

• For ever}' manned space flight, provide mission 
support to protect astronauts from changes in 
the solar environment. 

National Technical 
Information Shrvice 

FedWorld'^' On-line System 

Acts as an information clearinghouse. 

• Your access to FedWorld will continue to be 
provided at no charge. 

• Products \'ou order b\' credit card for download 
will be delivered within 30 seconds. 

• Your calls to the Help Desk will be an.swered b\' 
a person, not a recording, 24 hours a day. 

• We will continue to make information accessible 
in whatever electronic formats meet your needs 
and expectations. 

Patent and I^rademark Office 

Exannncs and issues patents and trademarks. 

• W'e will treat our customers with courtesy each 
time they contact us and, if appropriate, will di- 
rect them promptly to the proper office or per- 
son. 

• If an employee being called is not available, thev 
will return the call b\' the next busitiess dav or, if 
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requested by ihe caller, an alternate point oF 
contact will be provided. 

• We will ensure that our written 
communications clearly set forth the technical, 
procedural, and legal position of patent examin- 
ers and trademark examining attorneys. 

• Our correspondence with customers will be legi- 
ble and of good print qualir)\ 

• We will widely disseminate information about 
changes in practice and procedures to ensure 
that both employees and our customers know 
about changes prior to their effective date. 

• We will respond to status letters within 30 daj's 
from the date received. 

Patent standards: 

• We will deliver facsimile transmission of prop- 
erly addressed papers marked "Informal ' or 
"Draft** to the examiner within one business 
day. Facsimile transmissions of properly 
addressed formal amendments after final rejec- 
tion will be matched with the appropriate files 
and delivered to the examiner wiihin three busi- 
ness days of receipt. 

• We will correctly generate and mail a notice in- 
dicating the application number, date of filing, 
and the tide of invention for complete, standard 
applications. These notices will be mailed v/ithiii 
19 calendar days of receipt of the application. 

• We will conduct a thorough search of relevant 
U.S. patents, foreign patent literature, and non- 
patent literature contained in our search files 
and, where appropriate, a reasonable search of 
other non-patent literature during the patent ex- 
amination process. 

Trademark standards: 

• We will correctly generate and mail filing 
notices within 30 days of receipt with a goal of 
reducing the procc ing time to 14 days by 
September 30, (993. 

• We will examine new applications and provide a 
written first communication regarding registra- 
tion within three months of the filing date. 

• We will make a determination of the registrabil- 
it}' of trademarks within 13 months of receipt of 
the application in the PIX). 

• We will issue correct Notices of Abandonment 
within 45 days of the date the file was 
abandoned. 

• Wc will issue correct Notices of Publishment 
within 30 da)'s of the date the file is approved, 

• We will mail correct certificates of registration 
within seven days of the dare of registration. 



Department of Education 

Ensures equal access to education and promotes educa- 
tion excellence nationally. 

Anyone we deal with can expect: 

• You will receive individual attention and 
prompt, professional service. You will be valued. 

• We will seek to meet your needs and 
expectations. We will build a relationship with 
you. 

• We will provide information that is timely, de- 
pendable, and accurate. We will serve you. 

• You will have easy access to services and 
information. We will use the latest technology 
to enhance your access. 

• We will provide you every opportunit)^ to give 
input and feedback. We will listen to you. 

Goals zooo: Educate America Act 

The Goals 2000 Act, which focuses the nation's 
attention on challenging academic and occupational 
standards, was passed with input from a wide range 
of bipartisan supporters including state governors and 
legislators, educators, researchers, policy makers, and 
parents. To be considered for fiinding, states 
complete only a short, simple grant application. We 
respond in writing to all applications within 15 days. 

This act is a cornerstone of the department's 
improvement agenda. The Act establishes the 
National Education Goals for the year 2000. They 
are as follows: 

• School readiness: All children in America will 
start school ready to learn. 

• School completion: The high school graduation 
rate will increase to at least 90 percent. 

• Student achievement and citizenship: All 
students will leave grades 4, 8, and 12 having 
demonstrated competeno' over challenging sub- 
ject matter, including English, mathematics, , sci- 
ence, foreign languages, civics and government, 
economics, arts. histor\', and geography; and 
every school in America will ensure that all stu- 
dents learn to use their minds well, so they may 
be prepared for responsible citizenship, further 
learning, and productive employment in our na- 
tion's economy. 

• Mathematics and science: Phe nation's students 
will be first in the world in mathematics and sci- 
ence achievement. 

• Adult literacy and lifelong learning: Hver\' adult 
American will be literate and will possess the 
knowledge and skills necessar\' to compete in a 
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glob;il econonu' and exercise the rights and 
responsibilities of citizenship. 

• Safe, disciplined, and drug-free schools: Even' 
school in the United States will be free of drugs, 
violence, and the unauthorized presence of 
firearms and alcohol, and will offer a disciplined 
environment conducive to learning. 

• 1 eacher education and prok'ssional 
development: The nation's teaching force will 
have access to programs for the continued 
improvement of its professional skills and the 
opportunit)' to acquire the knowledge and skills 
needed to instruct and prepare all American stu- 
dents for the next centun-. 

• Parental participation: Even' school will 
promote parrnerships that will increase parental 
involvement and participation in promoting the 
social, emotional, and academic growth ot chil- 
dren. 

Impact Aid 

Grants nvaildhle to loaxl school systems whose 
resources are affected by federal operations. 

Based on a customer sun'cy indicating that more 
than halt ot our customers were dissatisfied with the 
timeliness of their payments, we instituted a new 
standard: 

• All applicants that submii a problem-free appli- 
cation receive their payments within 4S days 
receipt. 

Office for Civil Rights 

Responding promptly to complaints, we revised our 
complaint resolution procedures to provide better 
service and faster resolution o, civil rights complaints 
filed iigainst education^ institutions: 

• Within five days of receipt, we respond to all 
complaints and provide information on 
complaint resolution procedures. 

• We ofier all parties a range ot options, such ii.s 
mediation, early complaint resolution, and fact- 
finding conferences. 

S it:den T Financial Assistance Pro g ram 

The Student l-lnancial Assistance Program has estab- 
lished a Customer Support Inqiiir)' Sen ice that pro- 
vides a single point of contact for answers to polic\' 
questions and resolves i^^^ues that cut across postsec- 
ondar)' programs. This senice is provided to postsec- 
ondar)' institutions, lenders, guaranty agencies, and 
other financial providers. 



• Once a question is posed and fonvarded to the 
appropriate person, we respond within three 
da\'s. 



Department of Energy 

Industrial Cqmphtitiveness 

B\' partnering with our customers, we will develop 
integrated program plans that improve partnerships 
in a mciisurable way; we'll work with public and pri- 
vate business nersvorks to reach small businesses, 
which create 80 percent of the new jobs in the 
United States. We will streamline our partnership 
process b\' reducing cycle time, cutting red tape, jiid 
being more responsive to our customers' needs and 
expectations, 

• Plftective immediately, C'ooperative Research 
and Development Agreements (CRADAs) will 
be processed in less than 1 6 \N'eeks on a\'erage, 

• Elective immediately, we will devote no less 
than 1 5 percent of the department's research 
and de\'elopment resources toward partnerships 
with the private sector. 

• We will increase grants to ininorit}' education 
from S24 million in 1993 to million in 
1995. We will increase contracts with small, nii- 
norin', and women-owned businesses from S3. 3 
billion in 1993 to S4,S billion by October 1994, 
resulting in equal opportunities to form partner- 
ships will the department's programs, laborato- 
ries, and facilities. 

Science and Technology 

Financial Assistance 

Basic and applied research supported by the Science 
and Technology' business line will ensure the 
development of new technologies that advance fun- 
damental research capabilities and reduce costs, as in- 
dicated by the high qualit)' and relevance to mission 
applications that emerge from the research. This 
qualit)' and relevance is assured through the use of 
peer/merit review process that selects awardees that 
supplement and complement the work of the DOK 
National Liboratories. This process is being stream- 
lined and is addressed b)' the following standards: 

• Bv June 199S, improve response to customer 
applications by acknowledgment in writing 
within 30 days of receipt. 

• By |une 199S, c.\tend utilization o\ 

scieii title/technical merit review for all accepted 
proposals. Hach proposal \^ill be reviewed by at 
least three qualilled re\'tewers. 
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• Reduce the time for determination of awards by 
October 1996. Solicited applications will be de- 
cided within one year; unsolicited applications 
will be decided within six months. 

Department of Housing and 
Urban Development 

Policy Development and Research 

Researches and evaluates how HUD programs func- 
tion and how they can be improved. 

• PD&R will publish and mail to all organizations 
on the PD&R database a list of topics and 
research issues that constitute the current 
research agenda. 

• PD&R will utilize the full range of contracting 
mechanisms to allow participation by all types of 
organizations in HUD research. PD&Rwill tiir- 
get a portion of its contracting to organizations 
that have not traditionally participated in HUD 
research, including small and minority- and 
women-owned businesses. 

• PD&R will continue to clarify and simplify its 
Requests for Proposals and hold p re-proposal 
conferences whenever necessar)'. 

• PD&R staff will keep abreast of the latest anah't- 
ical techniques and research methodologies. 



Department of the Interior 

Bureau of Mines 

Provides information on minerals for use in assessing 
U.S. economic and defense needs. 

• You will be treated with courtesy cvcr\' time you 
contact us. 

• We will provide you with all the information 
you need, or obtain the information for you. 
with a minimum number of referrals to other 
organ iz-at ions. 

• When you call our public inquiries number for 
ser\'ice, you will reach us on the first call. 

• Wc will ansNvcr your requests as quickly as possi- 
ble. If wc cannot give you the information you 
need at the time you call, we will do so widiin 
one working day or call you back to let you 
know the progress we arc making on your 
request. 

• When you write to us requesting general infor- 
mation materials, we will mail them to you 



within one working day. When you write and 
ask for more specific technical informal' >n, we 
will respond within five working days with 
either the information you need or a postcard 
acknowledging receipt of your request and 
reporting the status of our response. 

• We will provide you easy access to our informa- 
tion. You can talk to us from 6:30 p.m. to 6:00 
p.m. Eastern Standard Time. 

• We will make our information av lilable 
electronically (INTERNET, CD-ROM. Mines 
FAXBACK) and give you the instructions and 
information you need to take advantage of these 
sources. 

National Biological Survey 

Provides biological and ecological info^uiation to both 
the public and private sectors. 

• Research Information Bulletins edited and pre- 
pared for distribution within 60 days of submis- 
sion of the draft manuscript. 

• Immediate electronic access to Research 
Information Bulletins that have already been 
edited and prepared for distribution. 

• Literature searches completed and sent to clients 
within five days of receipt of their request. 

• Research findings are tested for scientific quality 
through peer review by other qualified scientists 
before publication. 

• 80 percent or more of our products rated by 
clients at or above level three on the following 
satisfaction scale: 

4. Ver\' satisfied 

3. Satisfied 

2. Dissatisfied 

1 . Ver}' dissatisfied 

• I hese products will be accompanied by ''Client 
Response" sheets inviting clients to voluntarily 
rate and comment on them. Results will be 
monitored and used in pursuit of constant im- 
provement. 

• Our long-term goal is to achieve an average 
clieni satisfaction rating ver)' near level 4 — 
"very satisfied." 

U.S. Geological Survey 

Minerals Information Offices 

• I%ach customer will be treated with dignity, 
respect, and courtesy. 

• Hacli request will be researched using all means 
available to provide the highest quality response. 
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• Each request will be analyzed to determine what 
data are available that best suits each customer's 
needs. A plan will be developed to deliver the re- 
sponse in the format that best suits those needs. 

• Requests will be filled immediately, if possible; if 
not possible, a time for the reply will be 
established. 

• Opportunities for additional service will be ex- 
plored with each customer, as needed. 

National Earthquake Information Center 

• We will provide information 24 hours a day on 
the location and magnitude of significant earth- 
quakes in the United States and around the 
world. 

• Rapid reports will be issued for earthquakes that 
register at least magnitude 4.5 or greater in the 
United States, any felt and damaging 
earthquakes, or earthquakes of magnitude 6.5 
elsewhere or when damage has occurred. This 
information will be provided within 20 to 30 
minutes of the time of the event. 

• You will be treated with courtes)' ever\' time you 
contact us. 

• We will provide you with information about 
other USGS products, services, and other 
sources of information if possible. 

• Orders for CD-ROMs, sofrsvare products, pub- 
lications, maps, and posters will be processed 
within five working days of receipt. Under spe- 
cial circumstances, such as afi:er a major, damag- 
ing earthquake, a time for the reply will be 
established. 

Reston Earth Science Information Center 

• We will treat each customer with courtesy and 
respect. 

• We will provide quick, thorough, and 
responsive access to product information and or- 
dering including the 1-800 number and 
electronic ordering. 

• We will eliminate processes, procedures, and 
rules that are roadblocks to success. 

• There will be no unreconcilablc mistakes 
allowed in the handling of the custojners' 
accounts or money. 

Technology Information Center and 
Microcomputer Training Center 
in Denver, Colorado 

Offers chtsscs in how (a use the llSCiS flauibases. 
Before class: 

• Between 9:00 a.m. and 1 1:30 a.m. we will take 



your registration information by phone and im- 
mediately register you in the first available chtss. 

• You may leave a message at any other time and 
you will be called back within one working day. 

• You will be sent a confirmation letter within one 
day of your registration listing class prerequisites, 
date, time, and location. 

During class: 

• Classes will begin on time. 

• The latest version of the sofrvare will be loaded 
and ready to go, and all sample files will be 
loaded. 

• You will receive either comprehensive notes for 
the class or a textbook to take with you. 

Afi:er class: 

• We will answer questions on the subjects we 
teach. 

Our commitment to you: 

• We will help you as soon as possible. 

• We will not keep you waiting unnecessarily. 

• Ha staff person cannot answer the phone 
personally, your call will be returned the same 
day. 

Washington Administrative Service Center 

The lead bnerior organ izatiou for supporting the in- 
formation systems needs of other Interior bureaus and 
other federal agencies. 

We will: 

• Provide fiilly integrated systems to process the 
administrative workload and to attain the maxi- 
mum effectiveness from our .staff. 

• Implement a Customer Se.vice Level Agreement 
(CSLA) bervveen the WASC and its customers. 

• OS>lAs will be customized to meet the technical 
support .services required by each customer. 

• CSLAs will measure, monitor, anak-ze, and pro- 
ject current and ftiture hardware, .software, 
telecommunications, and user a.ssistance. 

• Annual reviews of each CSiA will be scheduled 
between both parties to di.scuss and modify- the 
document. 

• A complaint process will be established to 
resolve problems. 

• The WASC will advise the customer of the sta- 
tus of their problem within 24 hours of initial 
contact. 

• I h WASC* will maintain a hot-line number foi 
emergency situations. 

• WASC ^ technical staff'will be on call "around the 
clock." 
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National Aeronautics and 
Space Administration 

Education and Materials Services 

Advances the nation *s education goals through 
expanding and enhancing the scientific technological 
competence of all students and educators. 

\Vc will provide: 

• A physical presence in each state (through the 
NASA Teacher Resource Center Network, prec- 
ollegc outreach programs, and the Space Grant 
College and Fellowship Program). 

• Electronic information systems (NASA 
television, NASA Spacelink, and FEDIX). 

Mission to Planet Earth 

Provides the foundation for long-term eivironmcnt 
and climatic monitoring and prediction. 

In July 1994, the prototype of the EOSDIS, Version 
0, became available with some operational elements. 
The fully operational EOSDIS will: 

• Fill 95 percent of all user requests to the system 
within 72 hours. 

• Provide for continuous production of geophysi- 
cal and biophysical data products flowing; from 
the Earth Observing System by the year 2004. 

National Archives and 
Records Administration 

Accesses, aminges, describes, preserves, and makes 
available to the public the historically valuable records 
of the three branches of government. 

• We will treat all of our customers with courtesy. 

• We will meet or beat our established deadlines 
for providing customer service. 

• We will provide to our customers competent 
service by knowledgeable staff. 

• We will provide informational products to meet 
our customers' needs. 

If you call or visit one of o'jr facilities: 

• You will find Archives staft'and volunteers avail- 
able in all offices to assist you during posted 
business hours. Our business hours will be 
prominently posted at all sites and noted in our 
brochures and through other information 
sources. 



If you visit one of our facilities for research: 

• You will receive the records you request for use 
in our research rooms within one hour of your 
request or, in research rooms that have pull 
schedules, within one hour of the next pull time. 
If a delay is encountered, you will be notified of 
the problem and given an indication of when 
the records will be available. 

• You will receive the information or assistance 
you need on how to use our self-ser/ice holdings 
within 15 minutes of signing into a research 
room. 

• In Federal Records Centers, the records you re- 
quested will be waiting for you at your 
appointed time. 

If you write to us about our holdings: 

• You will be sent a response to your written 
request about our holdings within 10 work days 
after we receive your letter. If we cannot provide 
a full response within that time, we will tell you 
that we have received your request and tell you 
how long we expect it will take before we can 
provide a fi.ill reply. 

If you need information about the National Archives: 

• You can obtain timely and up-to-date informa- 
tion about NARA, its services, and holdings 
through the Internet and other on-line services, 
our fax-on-demand service, through printed 
publications, or by contacting one of our oflices. 

If you need information about government rules and 
announcements: 

• You will be provided with timely information 
on a daily basis through the Federal Register on 
the following: 

— presidential proclamations and executive 
orders 

— proposed rules and final regulations 

— public meetings 

— federal grants 

This information is published in print and in 
electronic form by the Government Printing 
Office. 

If things go wrong: 

• If our service has not matched our values and 
standards for customer service, we want to know 
so that we can do something about it and get it 
right the next time. Our local complaints and 
suggestions procedures are as follows. You may: 

— Aiik to speak to the person you dealt with. 

— U.se our Suggestion/Complaint comment 
form (NA l-orm 14043). You can mail it or 
drop it in the box provided. Or, you can 
simply write us a letter. If you request a 
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reply, we will provide a response within 
seven working days. 

— Speak or write to the super\'isor in charge. 
If we cannot solve your problem imniedi- 
ately> we will provide a response within 
seven working days. 

If* you are still not satisfied that we have handled 
your complaint or provided the service wc 
promised^ you can write to the Assistant 
Archivist for the office with which you have 
been dealing. 



National Science 
Foundation 

In iniplememhig the sovices for funding the most 
meritorious projects in its research and science^ mathe- 
matics and engineering education programs, NSF is 
committed to: 

• Disseminate information about NSF practices 
and policies widely among grantees and poten- 
tial grantees. Make program announcements 
and solicitations available to relevant individuals 
and organizations at least two months prior to 
any deadline for proposals. 

• Specif)' clearly the guidelines for content/prepa- 
ration of proposals^ criteria, and process for 
selecting award recipients, and reporting and 
other special award requirements. 

• Conduct a fair and reasonable review of all pro- 
posals. 



• Make a final decision on proposals and inform 
the applicants of the decisions within six months 
of the NSF's receipt of the proposal, 

• Provide information that explains the final fund- 
ing decision regarding the proposal. 

For services tc award recipients in the post-award pe- 
riod, NSF is committed to: 

• Allow for page charges and related publication 
costs on awards. 

• Normally not restrict, or take any pan of 
income from> publications of writings produced 
under research, education, or training awards. 

• Permit inventing organizations usually to retain 
patent rights. 

• Reference in award documents the terms and 
conditions necessat)' for the recipient organiza- 
tion to administer the awards. 

• Provide timely, clear, and appropriate responses 
to requests by grantees of clarification of award 
terms and conditions, for approvals and requests 
for additional funding, and for administrative or 
technical advice related to the award or award 
activity. 

For the service of providing information and analyses 
on the status and needs of the sciences and fields of 
engineering and on scientific and engineering 
resources to the polic)' and research communities, 
NSF commits itself to: 

• Publish data that accurately represent surve)* 
results and are free of subjective commentar}'. 

• Document the presentation of the data so that 
readers can assess readily the limitations of the 
data. 
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Department of Defense 

Economic Adjustment Assistance 

• When a request for assistance is received from a 
local official, an Office of Economic Adjustment 
(OEA) staff person responds within one working 
day. The Defense Economic Adjustment 
Program is explained and preliminar)' 
arrangements are made for a community visit. 

• A meeting is scheduled in the community where 
the OEA Director explains the economic adjust- 
ment process, emphasir^es the importance of the 
adjustment organiziuion, and details the services 
to be provided by OEA and the Economic 
Adjustment Committee agencies. The OEA pro- 
ject manager then works with the community 
until the appropriate group is in place. 

• The OEA Project Manager's extensive 
experience is a major factor in providing this ser- 
vice. Once agreement is reached on what the re- 
quirements are and the paperwork finalized, 
OFA can process a request for financial 
assistance within seven days. 

• OEA hosts federal team visits to communities so 
that community and federal representatives can 
develop an action plan for assistance. OEA 
meets regularly with federal representatives to re- 
view OEA customer requirements, and to ensure 
requests are afforded priority consideration. 

Economic SECURrrv 

Base Realignment and Closure Activities 

• We will respond to correspondence within 14 



days. 

• We will resolve Base Closure Status Rv^port 
(BCSR) issues within 30 days. 

• Upon publication of the BCSR, fewer than 25 
percent of the issues identified will be outstand- 
ing. 

• We will do such a good job that we will receive 
complaints from fewer than 10 percent of Bi\se 
Realignment and Closure sites. 

U.S. Army Corps of Engineers 

Disaster Response and Recovery 

Supplements state and local efforts to save hujnau life, 
prevent immediate human suffering, or mitigate prop- 
erty damage. 

• We will inform state and local officials of our 
policies and authorities, and participate in their 
emergency seminars and exercises when asked. 

• We will provide emergenc)' operations assistance 
(such as providing sandbags, pumps, technical 
assistance, etc.), when requested and in compli- 
ance with Public Liw 84-99. 

• We will provide post- flood assistance to include 
technical advice and assistance, debris clearance, 
debris removal, and temporaty restoration of 
critical public facilities or services, and identit}' 
haziird mitigation opportunities as part of our 
interagency team. 

• We will provide temporaty assistance for emer- 
gency water supply as a rcsull of a drought or 
contaminated source for up to 30 days or until 
the I'cderal Emergency Management Agency 
undertakes the provision of emergenc\' water 
under its own authorities, whichever is earlier. 
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Environmental Management 

Incorporates ecosystem mamgcment consideratiom in 
all aspects of its water resource projects, including 
those for navigation, flood cont/oL stonn damage re- 
duction, hydroelectric, and recreation. 

• We will work hand- in- hand with states, cities, 
and municipalities to flmd, plan, and implement 
needed water and environmental projects that 
meet federal criteria. 

• >X'^en recommending projects, we will carefully 
weigh costs and benefits to the environment 
with economic costs nd benefits, reconciling so- 
ciet)''s demands with the vital need to sustain 
the our natural environment. 

• When requested by EPA or other federal agency, 
we will quickly apply our know-how in environ- 
mental engineering and management to investi- 
gate hazardous and toxic waste on defense sites, 
and clean them promptly and thoroughly as 
funding allows. 

• We will continue to work with the public and 
industty through our four research laboratories 
to develop new technological solutions to envi- 
ronmental concerns and to make them available 
quickly. 

Water Resources Operation and Maintenance 

Operates 234 locks, dredges over 900 harbors, operates 
and maintains 383 major lakes and resenwirs for 
flood control, maintains 2,500 recreation sites, and 
provides hydropowerat 75 sites. 

• We will publish all scheduled lock outages and 
maintain procedures for notification of unsched- 
uled outages. 

• We will coordinate and share information with 
federal, state, and local officials of potential 
flood conditions. 

• We will maintain the harbors and rivers of 
America's waterways so that they are open to 
traffic. 

• We will maintain all recreation facilities in a 
clean and safe condition, and we will treat all of 
our visitors courteously. 

Water Resources Planning, Engineering, and 
Construction 

Provides developmental capabilities for water 
resources projects affecting the United States, in part- 
nership with state and local communities. 

• Wc will work close!)' \N ith other federal go\ern- 
ment, state, and local officials to complete a def- 
inition of the problem with a goal of completing 
this activity for large projects within r^vo years. 
Hiese studies u ill be federally funded. 



♦ We will work to develop a feasibilit)' report of 
potential solution(s) for large projects within 
four years, for referral for action to Congress. 
These studies will be cosi-shared. 

♦ For those projects authorized, we will complete 
p reconstruct ion engineering and design within 
two years. The design is federally funded up- 
front. The local sponsor will be asked to share 
design and construction costs when the project 
is under construction. 

♦ We will provide the sponsor with an estimate of 
the construction costf and schedule prior to con- 
struction, and we will meet regularly with the 
sponsor to manage risks. 



Department of Energy 

Energy Resources 

The number one goal of the Department's Energy 
Resources Business Line in fiscal year 1995 will be to 
advance the nation's capabilit)' to deliver clean, effi- 
cient, reliable, equitable, and cost-effective energ)' ser- 
vices to the American people. With this goal in mind, 
we will: 

• Expand the Clean Cities Program to 25 cities by 
December 1994. 

• Add 12,250 alternative fuel vehicles to the fed- 
eral fleet and promote the opening of over 60 
private sector refueling stations for these vehicles 
by October 1995. 

• Establish 12 neu' Cooperative Research and 
Development Agreements with the automotive 
industry to develop cleaner cars, with the goal of 
increasing transportation energ)- efficieno', low- 
ering air pollution levels, and reducing the 
nation's dependence on imported oil, bv 
October 1995. 

• Implement climate change programs to reduce 
domestic greenhouse gases by 4 percent by the 
year 2000. 

• Provide funds for weatherizing 1 26,000 homes, 
and upgrading 1,350 schools and hospitals bv 
October 1995. 

• By the year 2000, increase the use of clean 
domestic natural gas to an estimated 22 trillion 
cubic feet, an increase of approximately 18 per- 
cent. 

• Create 20,000 new jobs through the implcmefv 
tation of energy efficicnq' programs that 
promote private sector investment bv October 
1995. 



States, LocALniES, and Other Partners 



Department of Health and 
Human Services 

Health Care Financing Administration 

Manages the Medicare and Medicaid programs. 

Written responses: 

• 'We will answer your written inquiries within 30 

days of receipt. If getting you an accurate answer 
will take longer, we will keep you informed. 

Telephone standards: 

• We will respond to your telephone inquiries in a 
pleasant and helpful manner. We will provide 
an immediate answer whenever possible. If we 
cannot provide an immediate answer, we will 
give you a firm commitment as to when an an- 
swer can be provided. 

• Nobody likes to be put on hold. Our standard is 
that callers will be "on hold'' for no more than 
two minutes. 

• Calls made in off hours will be returned the next 
business day. 

Information needs: 

• Wc arc asking our customers to help us improve 
all of our publications and notices so they can be 
understood by our customers. Wc will begin 
using new publications and notices beginning 
early next year. 

Claims processing (Medicare): 

• We are currently working hard to si m pi if}' our 
claims processing system to provide you with 
more consistent determinations. 

• We will process your claims for ser\'ice 
accurately and within the times provided for in 
the law. 

• If you arc not satisfied with the action we take 
on your claim, you can appeal and we will 
process your appeal fairly, accurately, and within 
established timeframes. We are working to 
reduce the paperwork burden associated with 
appeals. 

Customer satisfaction: 

• We will measure your satisfaction with Medicare 
and Medicaid through the use of customer sur- 
veys, focus groups, public comments, and meet- 
ings with customer representatives. 

• We arc setting up groups of customers who vol- 
unteer to give us assistance in setting standards 

: nd evaluating our performance. 

• Wc will identify- customers who have special 
needs related to vision, hearing, mobilit)', health 
status, literacy, language, and other factors. We 



will make a speciiil effort to help these customers 
with access to services and information. 

Health care choices: 

• We will provide clear, understandable informa- 
tion about the options our customers have in 
choosing a managed health care plan, including 
information about individual plans, to assist 
them in making health care decisions. 

Medicaid special standard: 

• We will encourage all states to establish 
customer ser\'ice standards for Medicaid, and we 
will work with them, to assure a goal of continu- 
ous improvement in customer ser\'ice and pro- 
gram administration. 

Health care qualit)': 

• We will provide doctors and hospitals with 
information they can use to give better care to 
our beneficiaries, and we will monitor the effect 
of those activities. 

• We will expedite our investigative and case 
review process as much as the law will permit 
when a complaint involves qualit}^ issues. 

• We will respond to verbal or written complaints 
from beneficiaries or their representatives by 
mailing a complaint form to them within two 
working days of the telephone contact or 
responding in writing to written benefician' 
complaints within 10 working days. 

Program administration: 

• We will fully investigate all leads about potential 
program fraud and abuse in order to protect 
against unnecessary expenditures. 

• We will work with our partners, our agents, 
states, other interested parties, and our 
customers to identify and implement creative 
and effective approaches to improving our pro- 
grams and our performance. 

Department of Housing and 
Urban Development 

Community Planning and Development 

Stimulates commtoiit)' developrnait through grants 
and loans to states, localities, and nonprofit organiza- 
tions, 

HUD has provided a point of departure for field of- 
fices in setting standards. Field ofFices are to take into 
account their local situation. Standards are to address 
these areas: 

• Caring and commitment. \ critical, but perhaps 
unmeasurable. standard for treating customers is 



ERIC 



127 



135 



Appendix B: Text of Customer Service Standards 



the intangible factor of motivation to achieve the 
underlying mission of the department: caring 
about the needs of clients of HUD and helping 
them solve their problems. 

• Timeliness. A common standard for customer 
ser\'ice is timeliness. An important CPD 
standard established in the Consolidated Plan 
rule for responding to local partners is that CPl") 
has 60 days to review the plan. Section I cites a 
timeliness standard imposed on grantees, in re- 
sponse ro customer complaints from the public, 
of 15 working days. 

• Flexibilit)' in methods of achieving goals. CPD 
should allow its local partners flexibility, within 
the framework of the statutes, to achieve goals. 

• Performance orientation. CPD should help en- 
sure that our local partners produce results that 
serve our clients. 

• Courtesy and respect. Ever)' HUD customer de- 
ser\'es respect and courtes)'. 

• Honest)' and intc.rit)'. Strict adherence to the 
federal government's ethics code and the depart- 
ment's own standards of conduct is a critical 
part of maintaining proper relationships with 
customers. 

• Fairness and impartialit)'. Customers are entitled 
to equal treatment with respect to the sen'ices 
for which they are eligible. 

• Information accuracy and availability'. HUD 
customers rely on accurate, timely, and complete 
information concerning CPD, HUD, and fed- 
eral programs. 

• Clarity. Communication with the public, state, 
and local partners should be in terms that the 
general public can understand. 

• Competence. In order to provide accurate and 
timely information, CPD staff should be knowl- 
edgeable in the program areas or processes for 
which they are responsible. 

• Partnerships and entrusting authorit^^ 
Partnership is the emphasis in CPD in working 
with state and local governments and nonprofit 
agencies to ser\'e end-users. 

• Responsiveness to needs of end-users. The needs 
of low- and mode rate- in come end- users of C?D 
program assistance var\' from place to place and 
change over time. 

• Accountabilit)'. NX'ith greater decentralized 
authority to the field comes greater accountabil- 
ity. 

• Iwali aiion and feedback. Pan of an)' elTort to 
improve performance in ser\'ice clients should be 
systematic evaluation and feedback to improve 
ser\'ice. 



Fair Housing and Equal Opportunity 

Fair Housing Assistance Program 

Implements fair housing policies and enforces fair 
housing Lavs. 

Ciraiits administration: 

• Cooperativ e Agreements and pertinent 
attachiv.ents and appendices will be written in 
easily understood language with reimbursement 
requirements and time frames clearly set out. 

• We will provide continuous technical assistance. 

• We will provide updated information and mate- 
rials that assist in carr)'ing out the provisions of 
the Cooperative Agreement. 

Certification processing: 

• Technical assistance will be provided to agencies 
seeking certification. All requests will be 
acknowledged within six months. 

• Send agenc)-'s law or ordinance within three 
working days to the Office of General Counsel 
for legal analysis so an agreement between HUD 
and partner may be executed. 

• Advance notice will be given of the date and 
documentation required for on-site technical as- 
sistance and performance assessment visits. 

Performance assessment: 

• We will provide guidance on criteria to be used 
to assess agena-'s performance. 

joint investigations: 

• All joint investigations will be completed within 
1 50 days. 

Referral of complaints: 

• Referrals will be made in writing within five 
business days of HUD receipt of complaint. 

• Determinations regarding jurisdiction under the 
Fair Housing Act will be made on all complaints 
before referral. 

' Approvals and closures of active cases by HUD 
reviewers in the field ofllces will be made 90 
days aft:er receipt of the case. 

• In-depth reviews of closed complaint files will be 
completed within six weeks. 

• All dual-filed complaints will contain a HUD 
case number and an agency case file luimber. 

Technical assistance: 

• We will provide guidance on drafting legislation. 

• \XV' will provide guidance on enforcement activ- 
ities. 

• We will pro\'ide testimony to legislators. 
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• We will provide iissistancc to agencies seeking 
certification. 

Training and polic\' guidance: 

• Partners are to receive all information in an eas- 
ily understood format and language. 

• Technical assistance activities and materials pro- 
vided will be timely and uscHil. 

• We will provide updated and adequate poliq* 
guidance. 

• We will provide training to improve 
investigative skills. 

Office of Housing/ 
Federal Housing Authority 

StimuLues hoiaing through direct fimncing, loan 
guarantees, interest rate subsidies, mortgage imtirance, 
etc. 

You can expect our employees to meet the following 
standards: 

Respect: 

• Every customer is entitled to courteous 
treatment. 

• Every employee represents the Office of 
Housing. 

• Display name plates or wear name tags as appro- 
priate. 

• Identify' yourself and your organization ever\' 
time you have a customer. 

• Don't drop the ball — direct correspondence 
and telephone calls to the correct part)'. 

• When transferring a customer, take time to reas- 
sure the customer that assistance can be 
obtained by speaking with another part)' in the 
office and that they are not being shuffled 
around. 

• After assisting a customer, offer to provide addi- 
tional assistance at a later time should the need 
arise. 

• Provide a "real person ' alternative to all voice- 
mail messages. 

• Strive to provide foreign-language alternatives 
and alternatives for the deaf and blind, when 
necessan*. 

Qualit)' products: 

• Provide all available information to a customer 
on the first call or letter; ensure that all questions 
are answered. 

• Write in plain l-.nglish, not technical or govern- 
ment jargon. 



• Follow-up regularly to ensure that qualit)' prod- 
ucts are provided. 

• Advise customers/partners in writing when new 
policies or changes are being considered; involve 
them in the development phase. 

• Consider the needs of customers/partners when 
developing products and procedures. 

• Apprise customers/partners of operational prob- 
lems, e.g., don't wait for the customer to call 
only to be told the system they need is down. 

• Reach out to customers — go to their place of 
business when possible; conduct regular confer- 
ence calls. 

• Include a contact name, organization, telephone 
number, and effective date on ever)' document, 
e.g., handbook. Mortgagee Letter, congressional 
and general correspondence. 

Timely service: 

• Ensure adequate telephone coverage throughout 
the business day; answer all phone calls by the 
third ring. 

• Respond to all telephone inquiries within 24 
hours. 

• Respond to written correspondence within 10 
working days. 

• Provide an interim response when a complete 
response requires extra time for research or there 
is a hea\y workload. 

• Provide " 1 -800" customer sen'ice numbers 
when possible and economically feasible. 

Results: 

• Establish quantitative customer service goals and 
incorporate them into performance standards 
and Housing's Plan where possible. 

• Establish quantitative processing standards for 
each program or fiinction. 

• Solicit feedback and react to customer 
comments. 

• Train all employees regularly on customer 
service initiatives. 

• Institute random super\'isory qualit)' control 
checks to ensure that appropriate and adequate 
customer service is provided. 

• Encourage teamwork so all staff are thorough! \' 
informed. 

• Provide basic program training to clerical stafl, 
particularly those who deal with the public. 

• Include in the headquarters telephone director)* 
and each field office telephone director)' a con- 
tiici name and telephone number for each pro- 
griim area, e.g.. Single Family iMortgage 
Sen^'icing, John Doe, 708-0000. 
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• Always conduct oneself as a representative of the 
organization. 



Department of the Interior 

Bureau of Indian Affairs 

Sen'es as the steward for Indian and Alaska Native 
lands and monies held in trust by the United States, 

By the end of fiscal year 1995: 

• We will provide you with up-to-date 
information about the status of your claim, ap- 
plication, case or inquir>' on the day of your visit 
to our office. 

• We will answer your telephone call in a pleasant, 
courteous manner and be responsive to your 
questions. We will return your phone call by 
close of business the next work day. If we are not 
able to assist you, we will direct you to the nec- 
essar}' office that will help you. 

• We will response to your written inquiries 
within five days of receipt of your letter and we 
will seek resolution of your problems within 30 
days. 

• We will consult with and provide feedback to 
you regarding education issues under considera- 
tion through regularly held regional education 
consultation meetings. 

• We will develop all new rules and regulations in 
partnership with tribes. 

• Wc will establish a formal consultation process 
through which comments and concerns by tribal 
governments will be sought. 

• Wc will deliver portable classrooms within one 
year of funding. 

Office of Territorial and 
International Affairs 

Coordinates Interiors inteniatioml activities and 
represents the department's position in the 
development of US. foreign polity. 

Polia- 

• We will consider all policy analysis important, 
regardless of whether our role in the process is 
large or small. We will participate in the process 
fully, courteously, professionally, and in a timely 
manner. 

• Wc will analyze and /or coordinate all polin* 
analysis at the highest appropriate level under 
the following guidelines: 

— if the analysis requires our written participa- 



tion, we will do so within 1 5 business days 
of our concluding the analysis or coordina- 
tion; and 

— if we may communicate the analysis by 
telephone, we will do so on the day on 
which we have concluded the analysis or 
coordination or the day following. 

• Political: 

— We will participate in interageriq' review 
and discussion of any and all requests that 
you make for greater self-determination and 
those issues which involve your political re- 
lationship with the United States, and we 
will respond in a timely and professional 
manner. 

— When this review or discussion produces 
public written comments, we will provide 
you with them within 15 business days of 
their production. 

• Social: 

— We will help you present your health, edu- 
cation, and public safet)' goals to other fed- 
eral agencies, 

— We will develop partnership agreements 
with you and other appropriate federal 
agencies or consultants to address your 
goals. 

— We will work with other federal agencies to 
achieve maximum flexibility in federal pro- 
grams and grants to achieve your goals. 

• Economic: 

— Within 1 5 business days, or sooner if the 
situation warrants, we will bring issues in- 
volving federal law or policT to the 
attention of appropriate federal agencies or 
interagency groups. 

• Environment: 

— Within 1 3 business days of written receipt, 
we will present to other federal agencies 
your concerns about federal environmental 
policies. 

— We will solicit your comments on new ini- 
tiatives related to the environment within 
seven business days of its being released to 
the public. 

— We will provide you opportunities to inter- 
act with other federal agencies on environ- 
mental issues. 

Budget and payments: 

• We will consider all insular requests for 
discretionar)' ftuiding in formulating the annual 
budget for Territorial and hitcrnational Affiiirs. 
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We will include all mandator)' funding in the 
budget consistent with the appropriate law or 
administrative requirement. 

Each spring v/e will send a letter to the leaders of 
each insular government inviting their input 
within 30 business days. 

We will coordinate with the congressional 
appropriations committees to ensure you have 
the necessary information to participate in con- 
gressioiial hearings on the budget. 

We will immediately inform you of 
congressional action on the budget, including 
repon language, as soon as the Appropriations 
Committees allow us to do so. 

Within 20 days after we have received an appro- 
priation, we will prepare and issue those grants 
approved by Congress for specific non- 
discretionary purposes (such as government op- 
erations and capital improvement grants). 

Grant payments: 

— All grant payments to insular governments 
will have attached a copy of our drawdown 
procedures and forms. 

— We will process all complete drawdown re- 
quests within 48 hours of receipt. 

— If approved, we will send a facsimile copy 
of the approved request to the appropriate 
insular official who originated the 
drawdown request. Department of the 
Interior and U.S. Treasury policies and 
practices require actual payment to be made 
within three business days. 

— If disapproved, we will send a written state- 
ment regarding the reasons for disapproval 
to the appropriate insular official. 

* Mandatory payments: 

— Compact of Free Association: Under the 
terms of the Compact, each freely 
associated state wiii receive advance notice 
of the amount of payment to be made on 
the first day of the fiscal year and the first 
day of each quarter. 

— Advance Payments of Taxes to Guam and 
the Virgin Islands: (1) We will make the 
advance payment before the beginning of 
the next fiscal year (October 1 ). (2) We will 
send a letter to the governor of each insular 
area asking for the governor's estimate of 
collections for the coming fiscal year for 
which the advance payn\ent applies, with 
adequate justification and supporting docu- 
mentation. We need this information by 
September 1. (3) If we cannot accept the 
estimate submitted by the governor, we will 



inform the governor in writing within one 
week, giving the specific reasons for 
rejection of the estimate and the amount of 
the advance which we will pay if further in- 
formation is not received. 

Discretionary assistance: 

• We will acknowledge all complete requests for 
discretionary program assistance within five 
business days of receipt, and we will review them 
within 30 business days of receipt. 

• We will return for resubmission or additional 
information any incomplete requests within 15 
business days of receipt. 

• We will send written approval (including all 
grant or funding documents), or disapproval (in- 
cluding reasons for disapproval), to the applicant 
within 60 business days of receipt of the 
completed application. 

Inquiries and communications 

• We consider all inquiries important, regardless 
of source, and we will exercise due diligence to 
ensure that inquiries are responded to fully, 
courteously, professionally, and in a timely man- 
ner. 

— All inquiries will be responded to at the 
highest appropriate level under the follow- 
ing general guidelines. 

— All letters will be responded to within 1 5 
business days. 

— All requests for printed information, docu- 
ments, and/or other written materials will 
be completed within five business days after 
we receive the request. 

— All incoming telephone calls will receive a 
response on the day received, or at the latest 
on the following business day. 

— All letters will contain the name and 
telephone number of one or more of us 
who can answer questions or provide addi- 
tional information on the issue. 

• Our informational materials on insular issues 
will be made available to the requester within 
five business days after we receive the request, 
unless the materials are out of print, and, if so, 
we will replenish the stock as quickly as possible. 

• We will publish our OTIA FLASH FAX of 
breaking information approximately twice a 
month. We will automatically send it to those 
whom we know are interested in insular issues 
and to those who request it. 

• We will review and process within six hours of 
receipt all requests for foreign travel by depart- 
mental staff. 
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Department of Labor 

Employment and Training 
Administration 

Provides employment and trdining services for unem- 
ployed persons aud issues eash benefits, 

• We will improve the promptness of our response 
to your requests of information and assistance 
while maintaining the high quality of those re- 
sponses. 

• We will make grants-related decisions in compli- 
ance with ail legislated and regulated timelines 
100 percent of the time. 

• Within 45 days of your funding request, we will 
notifr you of Rinding decisions for JTPA Title 
III National Reserve Account grants. 

• Within 30 days of receipt, we will notify you of 
our decisions on your request for modification 
of \'our JTPA Title III National Reserve 
Account grants. 

• Within 30 days of receipt, we will notify you of 
decisions on your requests to modify your 
Indian and Native Arnerican, Migrant and 
Seasonal Farm worker, or Older Worker 
program grants. 

N4iN£ Safety and Health 
Administration 

• We will work with state and local institutions 
and associations to provide miners with useRil, 
understandable information about mining 
health and saferv. 



Department of 
Transportation 

National Highway Traffic 
Safet\^ Administration 

State and Community Traffic Safety Program 
Planning 

We will: 

• Work with your ofFicc in the initial planning 
stat;cs of major new iralFic safety program initia- 
tives and continue to seek your input as the 
plans evolve. 



• At le;ist once a quarter, inform your office of po- 
tential Section 403 priorit)' project opponunities 
and activities and national organization 
initiatives, and solicit your ideas for other 
projects that merit 403 Rinding consideration. 

Technical assistance: 

• Every three years, perform a full program man- 
agement and financial review of your Section 
402 formula grant program, including ways to 
strengthen programs and streamline the 
financial management process. 

• Once a year, conduct a meeting with your office 
to share the latest information available about: 

— Available programs. Rinding sources and 
technologies offering the greatest promise 
for reducing highway death and injury, and 
the associated economic losses. 

— Traffic safet}' projects and activities being 
planned or conducted by other federal 
agencies and national organizations. 

— Interactive computer capabilities to 
enhance information exchange. 

• Review and appro\'e your annual Highway 
Safety Plan not later than 30 days aRer we 
recei\'e it. 

Program information and materials: 

• Twice each year, pro\'ide your office with a 
Project and Program Materials Update summa- 
rizing the key projects, printed and electronic 
media, and other publications planned for com- 
pletion and distribution during the next six 
months. 

• Ship program materials for major program ini- 
tiatives, such as Campaign Safe and Sober, 90 
days before they will be needed. 

• Provide )'our office at least a 30-day advance no- 
tice of" when national media campaign materials 
will be distributed to media outlets. 

• Each januar)', publish a catalog of traffic safet>' 
program materials that includes ordering 
instructions and the name of the person to con- 
tact about the status of orders. 

Training: 

• Each September, provide your office with a list- 
ing of traffic safet)' professional development 
and technical courses. 

• Each Januar)' through March, help your office 
conduct a training needs assessment. 

• Deliver or arrange for the deliver)* of the courses 
identified in the training needs assessment. 
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Agency for International 
Development 

Standards for our partners: private businesses, private 
voluntar)' organizations (PVOs), and universities: 

Qualit)': On a regular basis, we will communicate 
with our customers to improve our processes and 
simplify' our business practices. 

• You will be par of an ongoing, consultative 
process regarding polic)'. programmatic and/or 
procedural rratters that affect you. 

— We will hold semiannual vendor meetings 
for serv ice providers and partners. 

— We will periodically surv'ey you to see if the 
changes in our policies and procedures are 
working to eliminate the impediments you 
have identified. 

• If US AID issues a grants cooperative agreement 
and/or contract to your organization, you will be 
assigned an agenc)'- project officer to facilitate 
your relationship with us. The project officer 
will contact you and provide you with his/her 
phone number, address. E-mail address, and fax 
number. 

• To simplify the PVO registration process, we 
propose, in collaboration with our PVO 
partners, to: 

— reduce the number of documents required 
from new PVO registrants from 1 8 to 
about eight: 

— reduce the number of documents required 
annually from PVO registrants from six to 
four; and 

— revise and simplify US AID Form 1 550-2 
used to compute a PVO's "privateness per- 
centage." 

• To be more consistent in applying USAID poli- 
cies and procedures, our contracting and grants 
officers will: 

— consistently interpret and apply policies and 
regulations in awarding grants and 
contracts; 

— eliminate redundant procurement 
processes, procedures and reporting require- 
ments by December 1994; and 

— publish and make available by September 
30, 1994, "A Guide to Doing Business 
with the U.S. Agenc)' for International 
Development," which will clearly and con- 
cisely describe USAID's policies and proce- 
dures. 



rinielincss: We wii 
our processes. 



improve the turnaround time for 



• We will answer your questions in a courteous, 
expedient and professional manner. You will re- 
ceive an initial response to calls and E-mails 
within 24 hours; written inquiries will be 
ans\vered within 10 working days from receipt, 
If a full response is not possible within these pe- 
riods, we will indicate a probable time frame for 
resolution. 

• USAID's Office of Procurement will make non- 
competitive awards within 90 days and competi- 
tive awards within 1 50 da\'S. We will modify 
contracts and amend grants within 90 days of 
receipt of requests for action from line offices. 

• PVOs seeking registration and eligibility^ require- 
ments to compete for development assistance 
grant funds will be sent a complete registration 
packet within five days from the receipt of 
inquir}'. 

• Applications to register new PVOs will be 
reviewed and formal notice of acceptance or de- 
nial will be mailed within eight weeks of receipt 
of fully completed application packages. 

• Within three days of an organization's request 
for funds under a letter of credit, payment will 
be deposited in its bank account via electronic 
funds transfer. 

Access to Information: USAID will offer greater ac- 
cess and more transparency' to agenc)' activities and 
information. 

• Within six months, outside vendors will be able 
to check an electronic bulletin board for the sta- 
tus of all invoices and payments. 

• Assistance and acquisition information relevant 
to PVOs, non-governmental organizations 
(NGOs), universities, and private businesses are 
available on USAID's Internet gopher 
(gopher.info.usaid.gov). These include: 

— general information on USAID-funded 
programs; 

— country' strategies and implementation 
guidelines; 

— USAID publications; 

— all USAID Washington solicitation docu- 
ments; 

— UsSAlD procurement policies and opportu- 
nities; 

— all procurement award notices, piosted 
widiin five working days of approval; 

— all L'SAID Commerce Business Ddily 
notices, posted within 24 hours of appear- 
ing in the Comiuerce Business Dtiily, 

— CxMiter for Trade and Investment Services 
information on business opportunities; and 
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— Office of Small and Disadvantaged 
Business Utilization information on 
business opportunities. 

Environmental Protection 
Agency 

EPA Chemical Emergency Preparedness 
AND Pollution Prevention and Toxics 

Helps state and local governments prevent and 
prepare for chemical emergencies and informs the 
public about community hazards. 

We will: 

• Make Toxic Release Inventor)' information 
available through countv' libraries nationwide 
and through electronic systems and published 
reports. 

• Work with Lx)cai Emergena' Planning 
Committees to make the information about 
chemicals and chemical releases easy for you to 
obtain and use. 

• Assure that the information in the Toxic Release 
Inventory about hazardous chemicals and rou- 
tine release of toxic chemicals is updated annu- 
ally and made available to you every spring. 

• Provide you with the most accurate data about 
chemicals in your community. 

Solid Waste and Emergency Response 

Assists state and local governments and others on solid 
waste issues and responds to requests for documents^ 
including regulations. 

• Your questions will be answered courteously, ac- 



curately, and 3S promptly as possible, in either 
English or Spanish, or via a telecommunications 
device for the deaf (TDD). 

• Ever)' Information Specialist will listen to your 
questions and help you find the information you 
seek. Hotline staff will provide you the most 
current and accurate information. 

• Your inquiry will get an immediate response. 

• If we cannot answer your question immediately, 
we will let you know within five days how long 
it will take to get an ans^^'er. In addition, the 
Information Specialist will give you his/her 
name so that you can call for more information 
or to check on progress. 

• If your call needs to be addressed by another 
agency, state, or local program, we will tell you 
whom to call to obtain your answers. 

• If your information is available electronically, we 
will tell you how to access it through EPA data- 
bases, Internet, or other sources. 

Water Grants Management 
(States and Tribes) 

Protects, restores, and maintains the quality of the na- 
tion *s waters. 

• We will reduce the amount of paperwork by 20 
percent through consolidation of application 
and reporting requirements. 

• We will acknowledge receipt of application 
within 10 days. 

• We award grant monies within 90 days after 
EPA receives an appropriation from Congress or 
after we receive a complete application. 

• We will be as flexible as possible, under the law, 
in allowing use of the ftinds in ways that match 
state or tribal environmental needs. 
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Department of Agriculture 

Forest Service 

Manages the national forests and rangelancis> with 
over 191 million acres, and makes them available for 
recreation as well as business and research. 

• Our offices, work sites, and visitor centers will be 
open at times convenient to our customers. 

• Knowledgeable employees will be a\'ailable at 
times convenient to our customers. 

• Our facilities will be safe, clean, attractive, and 
informative. 

• Our facilities will be accessible to persons of all 
ages and abilities. 

• V^isitors will iilways be welcomed with prompt, 
courteous sen' ice. 

• Customers will be asked regularly to help us im- 
prove our services and business practices. 

• Customers will promptly receive the service and 
information they request, or we will explain we 
cannot meet the request. 



Department of Defense 

U.S. Army Corps of Engineers 

Water Resources Operation and Maintenance 

Maintains 2, 500 recreation sites, 

• VCV* will maintain all recreation facilities in a 
clean and safe condition, and we will treat all of 
our visitors courteously. 



Department of the Interior 

Bureau of Land Management 

Afanages all aspects oj 270 millio?i acres of federal 
Lmd and 570 million aaes of federal mi?ieral 
resources. 

We will always: 

• Treat you in a courteous, efficient, and 
professional manner ever\^ time you contact us. 

• Work with you to meet your needs while com- 
plying with laws and regulations. 

• Advise you if your request cannot be filled in 
your initial contact with us, and tell you who 
will respond to your request and when \'ou can 
expect that response. 

Casual Uses of Lands, Facilities, and Developed 
Sites 

Use of campgrounds, visitor centers, developed trails, 
and other facilities, 

• You will be provided with well-designed and 
maintained facilities. 

• You will receive complete and up-to-date infor- 
mation on the requested site. 

• If you need an authoriziition to use lands, facili- 
ties, or sites, we will complete action on your in- 
person request within 30 minutes. We will 
respond to telephone or written requests within 
fiN'c business days. 

Compliance and Enforcement 

Enforcement of requirements, reguLitions, and laws 
governing /eases, permits, grants, and other uses of 
Ltnds a) id resources. 
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• You will be advised oFthc requirements For the 
proper use of public lands and resources. 

• You will be given the information you need re- 
garding the applicable BLM compliance and en- 
forcement process, expected time frames, and 
reporting requirements and responsibilities. 

• You will be treated fairly under laws and regula- 
tions. 

Information Access Centers 

Provide hifomiatiori and products at central 
locatiom. 

• You will be greeted and your request will be ac- 
knowledged within five minutes of your arrival. 

• You will receive the most current and accurate 
information about the public land that we have 
available to the public. 

• You will receive available information within 30 
minutes of your in-person request. We will 
respond to your telephone or written inquiries 
within five business days. 

Public Policy Involvement Opportunities 

Opportunities for you to be involved in our pl/tnning 
process and our management of resources. 

• You will be provided with the opportunit}' to 
tell us how you think publicly owned resources 
should be managed. 

• ks we develop plans, rules, and regulations for 
use of public resources, you will be asked for 
your ideas. 

• You will b afforded adequate time to make 
your comments and suggestions. 

Uses Requiring Authorization 

Grazing pewiits, mineral leases, and rights of way 
that recfuire prior written approval. 

• You will recei\'e a response to your phone mes- 
sages and letters, usually within five business 
days. 

• You will be Informed of what the transaction is, 
how your request will be handled, who will re- 
spond to your request, and the date by which we 
expect to address your request. 

BuRIvVU OF Rhciamai ion 

Manages, develops, and protects waurand related re- 
sources in an cnvmnnnentally and economically 
sound ma)iner. 

Recreation Areas 

• Wc will always treat our custonicrs with 
courtesy and respect. 



• We will promptly answer our customers' ques- 
tions with accurate, objective information. 

• ^X'e will resolve our customers' needs through 
single-point contact whenever possible — our 
customers will not receive the "runaroinid." 

• We will provide educational information to our 
customers about the resources we manage, their 
uj»e, and the laws and regulations governing their 
use. 

• We will use language that our customers can 
easily understand. 

• We will ask for and consider our customers' 
ideas about agency plans, programs, and 
services. 

• We will promptly respond to our customers' 
suggestions, concerns, and comments. 

Fish and Wildlife Servi ^ " 

Manager 500 conservatio)! refitges across A?fnrica. 

• You ".vill be treated with courtes)'. 

• Your calls will be answered promptly. Au 
answering machine will be available during non- 
business hours. 

• We will provide you with all the information 
you need to visii the tacilit)-: 

— hours of operation; 

— facilit)' rules; 

— telephone numbers, including an 
emergency' mmiber tor problems; and 

— brochures. 

• Our employees will always look professional. 
Our employees are easily identified by uniforms 
and name tags. 

• We will provide you with high quality wildlife- 
dependent recreational and educational oppor- 
tunities to enjoy this refuge's resources. 

• We will clearly mark all trails and tour routes. 

• We will clearly mark all hazardous areas and ma- 
terials. 

• Our facilities will be clean at all times. 

• We welcome your comnienis and suggestions .u 
any time. Contact a unif<irniecl eniplo\'ce. 

National Park Shrvick 

ProwoU's and regtdates (he use df national parks, 
tnonuwents, and resovatimis. 

We pledge to: 

• Protect yotir right experience stiperlati\e 
wilderness and scenic grandetir. 



Travelers, Tourists, and Outdoor Enthusiasts 



• Cloinmunicatc an umlcrstaiKlin^ of die people, 
places, and events rluu .slia[K'd [liese United 
Stales. 

• Provide opponuniiies for t]ualir\' outdoor recre- 
ation while conserving exceptional namral. ciil- 
111 ra I. and historical resources. 

• Make the heaiity and hisror\' of our nation's 
parklands a more nieaningfiil part of tlie lile o( 
all Americans. 

• Manage the National Viu k Sysreni so rhar even - 
one, now and in the fiiriire. may be assured the 
right of enjoying the parks. 

• Seek our and protect the finest of what remains 
unprotected of the nation's natural, cultural, his- 
torical, and recreational resources, 

• Join in partnerships throughout this and other 
nations in conser\'ing and maintaining a quality 
world environment. 

Visitor Centers 

• ^X'e will keep the center open during peak liours 
and seasons and provide alternative sources of 
information when the center is closed. 

• W'e will maintain the facilit)' in a clean, safe con- 
dition. 

• W'e will answer your questions or reler you to 
additional sources of assistance. 

• W'e will make special efforts to inform you of 
hazards and siruarioiis that ma\' adversely afkct 
your visit. 

• W'e will provide and maintain exhihits and 
audio-visual programs that impart understand- 
ing and stimulate appreciation of the park and 
its significant natural, historical, cultural, and 
recreational values, 

• W'e will display schedules of programs and activ- 
ities available throughout the park. 

• W'e will ofVer a wide range of quality, park- 
related educational items at fair market value 
sold in well-maintained outlets. 



Department of Justice 

ImMK;IMTI()N and NArURALIZAI ION 

Skrvk.k 

Deals with (yd/r/cn entering the ( 'nitir/ Sitites. 

• We will treat you with courtesN* and respect. 

• If you are a I'nited St.iies citi/en eiuering the 
countr\" at an airport. \ou will find ciii/en 
inspection lines dedicated speciflcalU' fi^r rapid 



clearance back into the counrr)', 

• If \'ou are a frequent business trawler being in- 
spected in an airport using the INSPASS 
Program, and being inspected at the Neuark. 
New |erse\'; New York (lity; or Toronto, 
(lanada. airports using the INSPASS System, 
you will be processed in less than a minute. This 
ser\Mce is available 24 hours a day. INS is txplor- 
ing the possibility of expanding this service to 
other airports. 

• At most land border ports of entr)\ we will com- 
plete our entPk' inspection within 20 minutes. 

• At the busiest southwest border ports, which ex- 
perience heavy volumes of commuter rraflflc. we 
will strive, through the application of innowuive 
inspection techniques and rcchnologv'. to reduce 
waiting rime to 30 minutes. 

• If you use the recend)' instituted Dedicated 
(Commuter Lanes in Blaine. W^ashingrori. you 
will experience virrualh' no delay in entering the 
countr)'. We are working with local authorities 
to establish siniihu* lanes in other land border lo- 
cations, 

• After JanuaiY 1. 1995. if you request 
uiformation through the "Ask Immigration" 
telephone number, (202) 514-4316. we will 
provide improved ser\ ice by reducing the mes- 
sage format from 58 items to 10 and the length 
(»f the menu time from 9 minutes to 1. The 
message s\ srem is available 24 hours a day. with 
stafl available to assist with follow-up questions 
during normal business hours. 



Department of State 

Ri'RHAi) ov Consular Afe-airs 

• You will receive your pa.ssport within 25 work- 
ing days after your application is received. 
Serv ice will be provided in a courteous maiuier 
and. whenever possible, we will rr\' to meet your 
individual travel needs. 

• You will receive timely and accurate informaiicMi 
on I ravel safet\' and conditions in foreign coun- 
tries 24 hours a day. seven da\'s a week. 

• ^'ou will receive a timelv atid courteous respon.se 
to your rec|uest for American citi/en services and 
serv ice will be provided by knowledgeable, pro- 
fessional, and courteous personnel. 

• Services to persons seeking visas to legalK" visit or 
reside in the United States will be provided b\' 
professional, knowledgeable, and courteous per- 
sonnel. 



ERIC 



137 



143 



Appendix B: Text of Cusiomer Service Standards 



Department of 
Transportation 

U.S. COASl CiUARO 

\X"c' will provide tlu- lollowiiii; sen- ices for rccrcaiioiial 
boaters: 

• 24 hours/da\\ sewn days/week ycarcli and rescue 
services on demand, 

• 24 hours/da\\ seven days/week Radionavigation 
services, 

• rc!l-fVee» 24 hours/day. seven days/week 
Boating SaKerx' Hotline. 8(){)-368-S647, for ini- 
rncdiate access to a C,oast Ciiurd customer 
service representative with accurate on-the-spoi 
answers to technical questions and written infor- 
mation follow-up to: 

— obtain free boating information. 

— obtain boating accident statistics. 

— obtain boat safetv' defect warnings. 

— report a [nissible boat safer)' defect, and 

— learn about a recall campaign. 

• Boating Safety classes and courtesy inspections 
by trained C^iast Ciuard Auxiliarists at locations 
across the United States. 

• 24 hours/da\'. seven days/ week navigation infor- 
mation services at 7{)3-.M3-S9(){), 

• 24 lu)urs/da\-. seven days/week operation of 
Clhannel 16. the \'HI--1\1 national distress svs- 



• Your group w ill have no more than 80 people. 

• Your lour guide to be flueiu in the language \ ou 
requested. 

• To receive various informational brochures from 
the galleiy and the X'isiiors Cienter, 

• The "X'isiiors C luide" lo be available ai ibe ticket 
booth, visitor's entrance, and the X'isiiors 
Clcnter, 

• Knowledgeable and courteous service in ihe 
X'isiiors Clentcr sales area. 

• QualitA' products from the X'isiiors Cx'ntcr, 

U.S. Customs Service 

International Air Travelers 

XX'dl seiTC international air travelers by: 

• Providing professional and courteous ireatment 
to everv'one. 

• Providing expeditious clearance to the majorit)' 
of international travelers wiihin five minutes of 
luggage claim. 

• Providing a supervisor to address \'our Clustonis- 
relateti questions or concerns before \'ou leave 
the area, 

• XX'orking with you. other federal inspection 
agencies, airlines, and facilit)' owners in provid- 
ing the best customer sen ice, 

• Upon receipt of \ our written inquin'. complete 
with a telephone number, wc will contact vou 
personally wiihin three working days. 



Department of the Treasury 

Bureau oi- Engraving and Printing 
Public Tours 

that prhits LLS. curmiiy. 

You can expeci: 

• Knowledgeable and courteous personnel. 

• Additional personnel siaiioned ihroughout ihe 
lour to assist \'ou and answer your <|uesiions. 

• A comment carci lo be provided for \'our ques- 
tions and suggesiioiis for improv ing :he lour. 

• At least one tour guide will be assigned lo each 
group. 

• Thai your group will be distinct and separate 
and be given [)ersonali/ed aiteniion. 



Executive Office of the 
President 

Om ExKcurivE Offige Building 
Preservation Offige 

Public Tour Program 

XXV will base our success on how well w e meet ih.ese 
siandards: 

• That we pro\ jde an enjo\'able and educational 
lour. 

• Thai we have knowledgeable and inieresting 
lour guides, 

• I ha! we gi\'e \'ou clear direciions as lo the time 
and location ol'Old l*.\e(.utive Of] ice building 
tours. 
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Whiti- Hoi\SK Visitors 

W'c will base our success on how well wc niccc these 
standards: 

• That visitors have an enjoyable tour experience. 

• That visitors receive accurate tUid hel[)tul 
assistance. 

• That visitors are given clear tlireciions for 
obtaining tickets and reaching die tour entrance. 

• That tour schedulers are intornied oi eveiy 
aspect oFfhe scheduling process, and assisted in 
implementing theni. 

National Aeronautics and 
Space Administration 

NASA Exhibit Program 

Informs the ^eucrnl public ii(wnt the object irc^, nieth- 
ofk, iiml results of the U.S. aerospiu e pro^rrmu. 

We will: 

• Display themes in a concise, inforniative. and 
accessible way to a largely non-technical 
audience. 

• Provide safe and adequate passage \ov persons 
who use walking aids, or ha\ e visual 
impairments, as well as peofile who use 
wheelchairs. 

• Plan all aspects of an exhibition in terms ot (he 
physical and intellectual needs oi visitors. 

• Claption audio-visual presentations. 

• ( Consider eve level of persons standing and 
seated (as in a wheelchair) in the placement of 
text and visuals. 

• L'se a simple and clear-grid format to minimi/e 
clutter and assist persons in accessing 
information. 

• Make sure ihe operation of interactive devices 
does not reejuire tight grasping, pinching, twist- 
ing of the wrist, or unreasonable strength. 

• Make a sign language interpreter available for 
guided tours of NASA Cleniers to assist the hear 
ing impaired who have made specific tour 
arrangements in advance. 

• lncor[)oraie bilingual text into exhibits. 



Travelers, Tourists, and Outdoor Enthusiasts 

National Archives and 
Records Administration 

Accesses, timi)i^eSy rlescribes, preserves, titul ftuihes 
(nuiiLihle to the public the histofioi/ly raliuible records 
of the three hrivu'hes of govern }iunn. 

• \X 'c will treat all of our customers with courtesy. 

• W'e will meet or beat our established deadlines 
for providing customer seivice. 

• We will provide to our customers competent 
service by knowledgeable stafl. 

• \X'e will provide infbrm;itional products to meet 
our customers' needs. 

If you call or visit one of our facilities: 

• You will find Archives stafVand volunteers avail- 
able in all offices to assist \'ou during posted 
business hours. Our business hours will be 
prominently posted at all site's and noted in our 
brochures and riirough other information 
sources. 

if you visit our exhibition hall in Washington, D.C: 

• You will find us open to sersr \ ou with knowl- 
edgeable staf} or voliuiteers da)'S {closed 
onK'on December 2S), with information readiK' 
available about our programs and services. 
During the peak visitor season, we will extend 
our hours so that \ ou can see the C'harters of 
l-reeek)ni and other exhibits at times that will be 
more convenient and less crowded. 

If you visit one of our pre'sidential librar)' nuiseiuns: 

• Ymi will find us open to sers'e you with knowl- 
edgeable stafVor N olunteers 362 da\ s (closed 
only oil Thanksgiving Day, December 2S, and 
Januan' I), with inlorniiition readily available 
about our programs and sers'ices. 

If things go wrong: 

• If our ser\'ice has not matched our values and 
standards for customer ser\ ice, we want to know 
so that we can do something about it and get it 
right the next time. Our local complaints and 
suggestions procedures areas foHows. You may: 

— Ask to speak to the person you dealt with. 

— Use our Suggestion/Oomplaini comment 
form (NA l-orm 14045). You can mail it or 
drop it in the box provided. Or. you cm 
simply write us a letter. If you request a 
reply, we will provide a response within 
seven working days. 
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— Speak or write to the supor\'isor in charge. 
If we cannot solve your prohlem inimedi- 
atel\\ we will provide a response within 
seven working days. 

If \'oii arc still not satisfied that we have handled 
your complaint or provided the ser\'ice we 
promised, you can write to the Assistant 
Archivist for the office with which you have 
heen dealing. 
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REVIEW 



Department of Commerce 

Bureau of thk Census 

Congressional Affairs Office 

Hatidles vou^'essiomd queries for statistical 
ififonnatiofL 

• Wc will be attentive and serve you witli 
courtesy. Your dnta needs are important, and a 
Congressional Specialist will assist you politely 
and responsively. 

• We will meet most of your information and data 
requests within 24 hours. Many ot your needs 
will be met the ver\' same day they reacii us. if 
we are unable to do this, we will act on mo.st re- 
quests by the following workday. Should we 
need more time to prepare data that are not "on 
the shelf," wc will give you a good-faith estimate, 
within 24 hours, oKthe time needed to prepare 
your cu.stomized product on a priorit)' basis, and 
wc will deliver it to you immediately upon com- 
pletion. 

• We will call upon subject or .stati.stical experts, if 
needed, to sen'ice your needs for data and other 
information. In the event our Congressional 
Specialists are unable to provide certain .ser\'ice or 
data product directly, we have established an 
agenc*)'wide Congressional Liaison s\'stem to 
identify the person be.st .suited to help you in the 
timeliest way po.ssible. 

• We will ask you about your level of satisfaction 
and areas where we need to improve. We 
conducted surveys of your staffs lo help us evalu- 
ate our ser\ice. We will repeat this process jK'ri- 
odically to gain quantitative and qualitative 
in.sights with which to continue improving our 
data and information deliveries to you. 



• We will provide you Resources for the C-ongress, 
your convenient reference binder to our 
programs and .ser\'ices. You can expect to receive 
this basic reference during the autumn of each 
\'ear. 

• We will expand our services to \'ou beyond 
C^apitol Hill. Your staffs in home .state or district 
offices can expect to receive selected data 
products, identical to the ones we provided your 
Washington staff Our 12 regional offices will ac- 
quaint your staffs at home with our data 
products and ser\'ices. And, starting with the 
1995 cen.sus test, we will implement a 
C-ongressional Partnership Plan for the 2000 
Census of Population and Housing, eventually 
putting us in touch with each Member of 
Congress and their s..ifls. 

Governments Division 
Reimbursable Surveys 

(lo)idiicts public sector su)veys on behalf of other fed- 
eral ageucies. 

• We will review sun'ey requests for reles ance to 
our mission, skills and capabilities, and available 
resources. 

• We will review the co.st of .sun'ey options, and 
work to tailor projects to sponsor requirements 
and available resources. 

• We will communicate with spon.sors in the fol- 
lowing ways: 

— Negotiate an agreement that defines the 
scope of work, the performance period, .uid 
estimated co.sts. 

— Review project deliverables. 

— Develop work plan and provide schedule. 
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— IVovido regular progress and cost reports. 

— Re\'ie\v iiuerniediate products. 

— Develop contingenc*)' plans and provide ad- 
vance alerts as contingencies arise. 

— C^htain sunev response/participation con- 
sistent with professional standards, sponsor 
needs, and availal^le resources. 

— Maintain appropriate data confidcntialit}- 
guaran tees. 

— Evaluate product output by assessing data 
reliiibilit)' (e.g.. sample and non-sample 
error). 

— Provide detailed documentation of 
methodology. 

— Evaluate project effectiveness through 
debriefings. 

— U.sc the best av ailable technolog\', including 
technolog)' that you request to meet your 
requirements for cost and deliverables. 



Department of Defense 

Okfknse Commissary Agency 
Runs comwissin ics tit tnilitfuy DisuilLnions. 

Our customers have the right to: 

• Professional, courteous serv ice. 

• A clean, pleasant store. 

• l-resh, high-quality merchandise. 

• Well-stocked shelves. 

• 1 he best possible prices. 

• Quick, efficient checkout. 

C^ur employees have the right to: 

• Fair and equal treatment. 

• Cniaiienge work processes with new ideas. 

• Express their \'iews and have them fairly consid- 
ered. 

• Expect a commitment to qualitv, 

• Put quality first. 

• heel true pride in their workmanship. 

I.KcnsiArivK Affairs 



Congressional requests for hearings, etc.: 

• Employees maintain dose contact with clieius 
within the department to ensure that deadlines 
for sul>mission of testimony are met and [Partici- 
pate in events scheduled to prepare the l)C)l) 
witness for the hearini;. 



• Kmployees maintain a dialogue with their 
customers on Clapitol Hill to ensure that the 
department receives a thorough explanation of 
the require-ment of the hearing, meeting, or 
briefing. 

C\)ngressional constituent inquiries: 

• Replies to C"!ongressional. ("leneral I\iblic, and 
White House correspondence shall Ix* overseen 
by the (Correspondence ( A)ntml Division 
(CXT^) in accordance with the standards of 
Adm inistrative Instruction Number DOl^ 
Manual for Written Material. 

PhR.SONNKL and Rl^AIylNF.SS 

Military Recruiting 

Militar\' recruiting stresses a total-quaiit)- approach 
that underscores teamwork and a strong customer 
focus as the foundation of our commitment to 
customer sen* ice. To make our militant' recruit inj^ 
force more accessible to our customers, we have 
established: 

• (Convenient locations for our recruiting facilities. 

• I^leasanr, professional- looking oflices. 

• C Comfortable reception areas. 

Recruitment advertising also is an essential 
component of our image to customers. Fach year we 
invest about S12S million for television and radio 
spots (3S percent), magazine and newspaper 
advertisements (IS percent), and a range of promo- 
tional material, including direct mail programs. 
'I hese eflorts inform youth — and those who influ- 
ence their decisions — of Armed Forces opporcuni- 



Department of State 

Officf of Foreign Missions 

I he goal of the IX-partment of State is to establish, 
for foreign nations' diplomatic and consular missions 
and their personnel, a regime of service which is read- 
ily understood, simple in execution, and sensitive to 
the time constraints of the consumers invok ed. 
C^FM currently operates the following programs 
which are subject to the provisions of this C Aistomer 
Ser\-ice Plan: 

• [diplomatic Motor Whicles 

• Cioods and Sen ices 

• Fravel 

• Real Fro[H'rty 

• Clustoms 
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within tlic parameters oftliat proposal. 



• Tax Lxcinptioii 

Note: riic established standards for eaeli oftliese 
programs are spelled out in applicable diplomatic 
notes which bas e been used to notih' the customers 
involved. "I he standards employed are governed b\' 
our commitment to qualir\' but tempered b\' 
reci p roci r\' as req u i red . 



Department of the Treasury 



Blrkal: of Engr-aving and Printing 

Pri}it< (itul provide} paper mouey to the Federal 
Reserve Bajih ami pri)it< stamps for the L \S, Posial 
Service. 

I^aper money: 

• You can expect us to deli\ er 100 percent of your 
orders forcurrenc)' to the Federal Reser\*e banks 
each week. We will nie;isure compliance on a 
monthly basis by reporting the proportion ot 
total orders completed to the total number ot 
items deli\'ered. 

• ^'ou can expect us to conduct an audit ot your 
currency destruction activities annually. 

• Vou cafi expect us to assist you in calibrating 
your currency verification systems equipment 
monthly. 

• ^'ou can expect us to respond within 14 hours to 
complaints regarding discrepancies in shipments 
or defects in product quality. 

Stamps: 

• Vou can expect us to deliver 100 percent ot 
agreed upt)n p(.)Stage stamp orders to you in ac- 
cordance with \'our 13 accounting periods. W e 
measure compliance daily by reporting the pro- 
portion of total orders completed and a count ot 
items delivered- I he measure is calculated by the 
proportion ot the total stamps ordered and a 
count ot stamps delivered to the L'SPS vault. 

l eedback can be directed to our OtVice ot 
Production Management* (202) H''4-261 S. 

• W e measure our effectiveness by \ erif\ ing the 
production and shipment schedules. Finished 
goods prt)duced in advance lor the convenience 
ot the Bureau ot l*.ngra\'ing and Printing are not 
billed to you until deliver)'. You can call the 
OtVice of Production Management. (202} 8^4- 
261 S, with any questions. 

• We respond to your request tor a change in pro- 
duction scheduling within 2m Ikums. 

• ( )nce we make a proptisal lor a revised produc- 
tion schedule, you can expect us to deli\ er 



FEDHRrXL Law Enforchmkn r 
1 RAINING Center 

'I'raias federal, state, and local law officials. 

• WV will maintain Administrative Ser\'ices at a 
level 4, as measured by the Student f-eedback 
System. 

• W'e will maintain Program Ser\'ices at a level 5, 
as measured by the Student Feedback System. 

• W'e will maintain a rating of 90 percent tor cus- 
tomer ser\'iccs in the 1994 C'ustomer 
Satisfaction Sur\'ey. 

• W'e will train 100 percent ot your Basic 
Students. 

U.S. Mint 

Mi)Us and supplies coias to the Federal Resenr Ba}iks. 

• W'e will work to improve our abilir\- to meet 
I-'ederal Reser\'e Bank coin requirements and to 
maintain inventories at sutFicient levels to tultlll 
Federal Reser\ e Banks coin distribution 
mission. 

• W'e will maintain and update a pallet tracking 
system to assure prompt and accurate account- 
ing of pallets shipped and returned. 

• W'e will coordinate and communicate planned 
shipments quarterly in accordance with your or- 
ders, 

U.S. Secret Service 

(.oadmts i>ivestijfatio)is to assist L.\S, Attorneys with 
their prosecutio>is of critics iavolviag coiDiterjeitiiig. 
forgery, a? id other hi) ids of fiuiud. 

Because we want to provide the U.S. Attorneys with 
completed investigations consistent with their prose- 
cution priorities, the Secret Ser\ ice has set the tollow- 
ing standards for this relationship: 

• A mininumi ot 25 percent ot all U.S. Attorneys 
or their designees will be inter\ iewed each year 
h\- a representati\'e ot the Director ot the Secret 
Ser\ ice. Fhese inter\'iews will ensure that the 
needs and priorities of the U.S. Attorne\ \ 
Office are being met In' the local Secret Seivice 
OtTice. 

• Special Agents in Charge will maintain ongoing 
and frecjuent liaison with I'.S. Attorneys in their 
districts. 

• Specitk service standards agreements w ill be de- 



ERIC 



143 



151 



Appendix B: Text of Customer Service Standards 



tcrniincd after consultations between the Secret 
Sen- ice and each I'.S. Attorney. These standards 
w ill be tailored to reflect the unique needs ot" 
each U,S, Attorne\- and the respective judicial 
district. 



Equal Employment 
Opportunity Commission 

Conducts hcawigs and appcaU on complaints of em- 
ployment discrimination, establishes principles for af 
fmnatire acrioi plans, ajid conducts trai}ii)igand 
infonmitional activities for the federal goi rnnnent. 

Vou can expect u.s to: 

• Treat you with respect and digiiit)'. 

• Look at the wa\' we do business and the wav we 
relate to \'ou and others using our procedures: 
wc want to find wa\'s to improve the quaht\' and 
speed of our scrs ices. 

• Involve charging parties like \'{)u to help us un- 
derstand what you want, what you need, and 
what you think about the way we ser\'e vou, 

• Support our f"n)nt-line eniplo\ ecs by giving 
them the tools and knowledge the\' need to pro- 
vide the best possible sers icc to you. 

• Strengthen our commitment to customer 
service. 

Executive Office of 
THE President 

Admittance to thh 
White House Complex 

Manages admittance process to tl)e complex. 

Wc w*ill ba.se our success on how well we meet the 
following standards: 

• I o greet all customers in a friendly manner. 

• 1 o expedite your entr\' to the C^Mtiplex. 

• I o ensure that appointments are made correctK' 
and in a timely manner to minimize delay. 

• 1 o provide a comfortable waiting environment 
for customers should there he an unlikelv delav. 

• To continually educate White Mouse ( Complex 
employees about the admittance process. 

IX )r LlHll/\RIES 

Operates general reference lihrarics in the White 
I louse ( M/np/ex. 



We will base our success on how well we continue to 
ensure the following standards: 

• That the libraries meet your immediate needs. 

• That libran- staff is helpful, knowledgeable, and 
professional. 

• That \ou arc gi\ en the necessary- tools to be able 
to quickk' find what nou need. 

• I hat information you need is available through 
the libraries. 

Whi i e House Conference Rooms 

Provides confer ence support for the Hxeciaive Office of 
the President. 

^X e will base our success on how well we continue to 
ensure the following standards: 

• I hat the conference rooms (iilly meet your ex- 
pectations 

• *fhat you receive accurate and helpflil assistance 
at all stages of the conference room process. 

• That \'our schedulers arc given clear directions 
for lu)w to rcser\ e conference rooms 

• That the conference rooms are well maintained 
(lighting, heating/cooling, quiet environment) 

• That the room is read\- at the time of your 
event. 

General Services 
Administration 

(kSA has established the following standards to help 
guide its relations with its federal customers: 

Value: 

• C'ompetitive prices at the qualit)- specified, 

• Added s akte for the prices C ISA is paid. 

• \'alue as defined by our customers. 
Qualit)': 

• Products and ser\ ices of" consistently high qual- 
it\'. 

1 imeliness: 

• I imely deliver)' of" products and ser\'ices. 

• PrtMiipt response to customer inquiries and re- 
quiremenis. 

I'.ase of accessibility and convenience ofserN ice 
process: 

• (!(.mpetent and knowledgeable staff 

• base ()f access to people who can help, 
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Fleet Managenient System 

\'aluc: 

• Rates paid by customers For vehicles, including 
maintenance and tucL are below the average rate 
(or commercial lease ot comparable models, in- 
cluding maintenance and fuel. 

Qualic)': 

• Customer satisfaction with the qualin' oi the ve- 
hicles provided at the rates charged will be main- 
tained at a 90 percent level. 

• C Customer satisfaction with repairs to vehicles 
will be maintained at an 85 percent level. 

I'imeliness: 

• X'ehides will be replaced within the time frames 
agreed upon by the Interagency' Fleet 
Management System and customers at a 90 per- 
cent satisfaction level. 

• Kstablish a period of time for vehicle 
maintenance and repair activities that is accept- 
able to the customer at a 90 percent satisfaction 
level. 

Kase of accessibilit)' and convenience of service 
process: 

• Customer questions, problems, and concerns 
will be resolved by Fleet Management Centers 
within five working days. 

• A Maintenance Control Center technician will 
be on the line with a customer within "^5 
seconds of the call being answered. 

• The SI' 149 and SF 149 A credit card used by 
customers will be accepted at fueling stations 
convenient for the customer at a 90 percent sat- 
isfaction level. 

Fleet Management Services, Region i 

Value: 

• C)ffcr the best prices with the most comprehen- 
sive ser\'ice by continuously comparing our ser- 
vices to those in the many commercial fleet 
rental operations. 

• Achieve a 95 percent approval rating on a 
customer sur\'e\' that iisks about the overall value 
customers feel they receive from Fleet 

\ 1 anagemen t Ser\'ices, 

Quality: 

• ['.nsure customers get the best possible ser\ ice 
and products by disseminating sur\'ey informa- 
tion to all field locations and developing regional 
goals and strategies lor aggressive customer ser- 
vice. 



• Offer an open line of communication inviting 
feedback through our Fleet Nev.s to ensure im- 
mediate attention to customer problems. 

• Maintain face-to-face communication with our 
customers b\' making regular visits and offering 

a N'carly Interagenc)' Motor Equipment Advisor)- 
Committee conference. 

• Achieve a 95 percent approval rating on a 
customer sur\^ey that asks about the overall qual- 
ity of ser\'ice customers feel the\' receive from 
Fleet Management Ser\'ices. 

Timeliness: 

• Provide strategically located Fleet Management 
Centers (FMCs) and sublocations throughout 
the region to offer the most complete line of ve- 
hicle leasing ser\'ices in the United States, with 
highly trained fleet emplo\'ees performing regu- 
lar, timely on-site visits to ensure continued cus- 
tomer satisfaction. 

• Customers will wait no more than 30 minutes 
to terminate old vehicle assignment and receive 
new vehicle. 

• Customers will receive new vehicles within 30 
days from their receipt at the FMC. 

• Customers experiencing downtime of more than 
five days will receive a permanent replacement 
vehicle. (Vehicles involved in accidents will not 
be down for more than 45 days.) 

• Customers calling the Centralized Maintenance 
Control Center are helped within one minute of 
hearing the recording. 

• N'endor invoices are certified for payment within 
fl\'e da\'S and forwarded to finance. 

F.ase of accessibilit)' and convenience of ser\'ice 
processes: 

• All customers' inquiries received before noon are 
answered no later than before the close of busi- 
ness the same day. 

• All customer inquiries received after noon are 
ans\vered no later than by noon the next 
business day. 

• Provide eight Fleet Management Centers 
(I'MC^s), five sublocations, and various sale sites 
to afford our customers the convenience and ac- 
cessibility' to accomplish a speedy vehicle drop- 
ofTor exchange as well as giving customers better 
iiccess to fleet personnel. 

• No fleet customer will ever be without access to 
emergency service. An "after hours'' and week- 
end hotline for customers convenience will be 
established. 
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Office of F rSiooo 

X'akic: 

• Overhead rates will not exceed 8 percent. 

• Prices paid by customers will remain below the 
average of the lowest conitnercial rates. 

Quality: 

• Cirade ot sen ice (blocking of switched \ oicc and 
switched data sen'ice) will not exceed 5 percent. 

• I he number of switched voice senice troubles 
reported per 100,000 attempted calls will not 
exceed fi\ e, 

• I- rS2000 ser\ ice providers will meet the sched- 
uled ser\'ice order due date 95 percent of the 
time. 

Timeliness: 

• Mean time to repair switched voice serv ice, 
switched data ser\'ice, and Dedicated 
Transmission Ser\ ice network troubles will not 
exceed four hours. 

• Processing of ser\ ice enhancement contract 
modifications will be completed within 1 35 
w ork days trom receipt of proposal. 

• Agency's requests for exceptions to F'I"S2000 
will be responded to within 1 5 working davs 
from date of receipt of request to date of 
response. 

• Monthly statements of" account will be i.ssued to 
customers by the 16ih of the month following 
receipt of invoices. 

Ease of acce.ssibilit)' and convenience of .ser\'ice 
process: 

• Customer saiisfactioti with the overall handling 
of trouble reports b\' the l'TS2000 ser\'ice 
providers will be maintained at a 95 percent 
leN'el. 

• 95 percent of the issues raised during our annual 
Users' I'orums will l)e resolved as scheduled. 



Office of Personnel 
Management 



Informai'Ion System 



Saves job seckas hy prorifliu^ i}ifornuitioii o)! fcdo t 

I o assist you as .i federal job seeker: 

• We will pro\ ide you with courteous aiui limelv 
ser\ice. 



• W e will update our nationwide job listings ever>' 
business day. 

• W e will have Employment Information 
Specialists a\ ailable to answer your questions. 

• W'e will provide 24-hours-a-day, ^-days-a-week 
access to nationwide job information and appli- 
cation request ser\'ices through a variet\" of elec- 
tronic media. 

• W e will respond to \'our requests for 
applications and/or routine information within 
one business day. 

• W'e will use your suggestions and complaints to 
improve our ser\'ice continually. W'e will aUvavs 
remember we work for vou, the American pub- 
lic. 

Office of Insur.ance Proc;rams 

Federal Employees Health Benefits 

• ^'oLir choice of health benefits plans will 
compare favorably for value and .selection with 
the private .sector. 

• When \'ou use the FhHB Cuide and plan bene- 
fit brochures, you will find they are clear, 
factual, and give )'ou the information you need. 

• W'hen you change plans or options, you should 
receive your new identification card within 45 
da\'s after your new plan gets your enrollment 
form from your agencv. 

• \'o\\r fee-for-ser\'ice plan should pa)- your claims 
within 20 workdays: if more information is 
needed, it should pay within 60 davs. 

• If you ask us to review a claim dispute with \'our 
plan, our decision will be fair and easy to under- 
stand, and we will send it to you within 60 davs. 

• If you need to do more before we can review a 
claim dispute, we will tell you within 14 work 
da\'s what \-ou still need to do. 

Rf.tiremhnt and iNsimNCK Groit 

Office of Retirement Programs 

l-or our new customers (retiring emplovees): 

• W'e will make your transition to retirement as 
seamless as possible. As agencies begin to partici- 
pate in this program, \'our federal income t.ix 
and direct deposit arrangements will be 
automatically maintained by us. 

• ^'our first annuitA payment will probablv be on 
its way to you within live working davs from 
when we receive your retirement papers from 

\ our .igencN . \\ you are participating in the 
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The U*S. Government and Federal Employees 



direct deposit program, \'oiir account will be 
credited within sewn working days, W'e will 
meet this standard 90 percent of- the time by the 
end of 1 995. 

• ^'ou can expect to receive professional and per- 
sonalized information concerning your 
retirement and the status of your application for 
benefits. 

For our new customers (siin*ivors ot retirees): 

• We will be prepared to iissist you in filing the 
paperwork needed to obtain benefits. ^X'e will 
initiate processing your benefit when you call us 
about your loss. 

For our established customers (account holders): 

• You can count on our reliahilic)': You will 
receive your recurring benefit payment on the 
first business day of ever\' month. 

• We will tailor our sen'iccs to meet your needs. 
For example, we will accept t;L\ withholding re- 
quests based on dollar amounts or exemptions 
and filing status. Your requests for this and other 
selected sers'ices will be accepted by us cither in 
writing or by phone. 

For both new and established customers: 

• We will assist you in a polite, courteous, and 
helpful manner, whether it's on the telephone or 
in letters to you. 



U.S. International Trade 
Commission 

l-urtiishe$ studies, reports, aud recommencLitious iu- 
volvmg i)iter)uitio)idl trade and tariffs to the 
President, Co?igress, atid other gover? mien t agencies. 

• Staff will stay fully abreast of official commission 
activities and determinations in order to provide 
complete and accurate information and 
guidance to their customers. 

• StafTwill greet all customers in a courteous and 
helpful manner, and assist them by: 

— helping locate requested information, 

— putting the customer in direct contact with 
appropriate ITC technical experts when in- 
quiries exceed staff s own knowledge; and 

— • helping customers find appropriate 

information sources outside the ITC when 
inquiries are not related to the ITC's mis- 
sion and fiinctions. 

• To the extent resources allow, stafT will fulfill all 
requests for published information* repons, and 
documents within 24 hours of receiving the re- 
quest. 

• To the extent resources allow, telephones will be 
answered directly by staff. VCTien voice mail 
must be used, it will be monitored and 
responded to as promptly as possible. No call 
will be held unacknowledged for more than 24 
hours after its receipt. 
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Veterans 




REVIEW 



Department of Defense 

Defense Finance and 
Accounting Service 

The ccfitral financial and aaoiinthig office for the 
Depawnefit of Defense, 

• For retirees/annuitants: 

— Initial retiree payments will be made within 
30 days of retirement, 

— Initial Sur\'ivor Benefit Plan payments will 
be issued within 30 days from date of death 
notification. 

— Arrears ot pay will be resoUed within 60 
days from death notification. 

• Our ser\'ice providers will be knowledgeable and 
courteous, 

• We will provide prompt resolution to your 
inquir)'. 1-or retirees/annuitants, we will respond 
to your written inquir\* within 12 working da\'s. 

Personnel AND Readiness 

Operation Transition 

Helps people lea vi tig the niilitaty to find cii'ilinn jobs, 

• The Operation Transition Help Desk is sched- 
uled to be available to employers from 9 a.m. to 
6 p.m. Kiistern time. Adequate staffing of the 
Help Desk will ensure employers are called back 
the same business day. Enough phone lines are 
to be installed to ensure that employers don't get 
busy signals on the Defense Outplacement 
Referral Ser\'ice or the Transition Bulletin 
Board. All phones will be answered promptly 
and professionally. 



Department of Labor 

Veterans' Employment and 
Training Service 

Helps veteraiis seeking employment and provides hi- 
fonnation and assistance to employers. 

For veterans, we will provide: 

• Courteous, prompt, and respectful ser\'ice. 

• A Veterans Reemployment Rights (VRR) 
Eligibilit)' Form 1010 within 10 days of receipt 
of a VRR complaint and within three days of the 
complaint if unemployed. We will also settle 
your VRR case, or refer it to the Department of 
justice for litigation, within one year of your 
complaint. 

• Referral for a job and/or job training 
opportunity' for which you are deemed qualified 
and eligible, with first consideration to service- 
connected disabled veterans, 

• Information about all the ser\'ices for which you 
are qualified and eligible, with first consideration 
to ser\'ice-connected disabled veterans, 

• Help in filing a complaint about employment 
and training matters. 

• Information about, and referral to, other agen- 
cies providing benefits and ser\'ices. 

For employers, we will provide: 

• Courteous, prompt, and respectful scr\*ice by 
dedicated veterans' staff 

• Qualified veteran applicants and eligible persons 
for job openings that are listed. 

• A responsive and timeK' answer to your 
concerns. 
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• Answers to your questions about \'F. I S' 
employment and training programs and help in 
accessing communit}' resources and incentiw 
programs. 

For grantees, we will provide: 

• Cloartet)us, prompt, and respectful senice. 

• Consultation with you about policy and 
program changes that afVect \'our grant. 

• A responsive and timely answer to \ our 
concerns. 

• Answers to \'our questions about our 
employment and training programs. 

Department of 
Veterans Affairs 

Board of Veterans Appeals 

Rei'/cir> {ippctib made by vctenuis or their 
beneficiaries, 

Court es\' and respect: 

• You will be treated with ct)urtes\' and respect b\' 
ever\' Board oiA'eterans' Appeals employ ee 
ever\' time \'ou have contact with the Board. 

Communication of information: 

• You will receive a complete and understandable 
explanation oK the appeal process when you 
begin your appeal; \'0U will also be pro\'ided a 
phone number and address which vou niav use 
to contact us \ox any questions regarding \'our 
appeal. 

• \'ou will receive an accurate current status report 
on \'our appeal, upon \'our request. 

• You will be kept informed oFall significant de- 
velopments in the processing of your appeal, in- 
cluding significant changes to the estimated 
completion date. 

• You will receive a plain language explanation of 
the board's decision along with the formal writ- 
ten decision on your appeal. 

• If you receive an imfavorable decision on your 
appeal, a plain language explanation of \'our ad- 
ditional appeal rights will acconipan\- the writ- 
ten decision oi> your appeal. 

Timeliness: 

• Within 30 da\'s fVom the date you file your ap- 
peal, you will receive a realistic estimate of when 
t<) expect a final decision on your appeal. 

rhorougiiness/lairness: 

• All issues in \'our appeal will be thoroughl\- 



re\'iewed and decided according to the letter and 
spirit of all current laws. 

• All information and evidence included in your 
appeal will be reviewed and considered when de- 
ciding \'our appeal. 

National Ckmetery vSystem 

Proi 'ides burial sen -ices iti iVatiofial Cctneteries, 

Courtesy/ compassion/respect: 

• \W will deliver scn'ice in a manner reflecting 
compassion and respect for you and \'our famiK' 
in a time of need. 

• We will listen to your requests or questions and 
provide feedback that ensures understanding 
and comfort. 

Accurac)': 

• Wc will accuratek' determine eligibilin- for bur- 
ial sen'ices. 

• We will proN'ide a headstone or marker that is 
correctly inscribed. 

• We will record and provide accurate grave site 
locator information. 

Reliability: 

• We will provide clear, easily understood expla- 
nations of eligibilit}- and all policies. 

• We will deliver sen ice in a manner that is fair 
and impartial. 

• We will pro\ ide trained stafVwho are able to 
provide prompt answers U) requests and 
questions. 

Timeliness: 

• We will determine eligibilit)' for burial benefits 
within 48 hours. 

• We will ensure that a headstone or marker is de- 
li\ered ro the eenicter\' within three months. 

• We will mail l^resideniial Memorial Certificates 
within 4S days. 

Convenience: 

• We will provide scheduling seven da\'s a week 
for Monday through l-riday ser\'ices. 

• We will have ofVice stafV available to assist vou 
during regular business hours. 

• We will provide a l-tSOO phone line for you to 
make inquiries about headstone and marker ap- 
plications. 

Appearance: 

• We will maintain the appearance of individual 
gravcsiies, headstones, markers, and monumeius 
in a manner befitting these national shrines. 
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Veterans Benkfits Administrai ion 

Pvovides benefits nml semees to eligible retemns iuul 
their beneficiti ries. 

CoiirtcsN' and Respect: 

• \X'c will treat custoiiuTs witli CDurtcsy and 
respect at all times. 

Comiiuiiiiaitioii — \X'e will coiniiuuiicatc with 
ciLStomers accuratcl)'. convMetcly, and clearly by: 

• Explain ing the fiill range of benefits and services 
available. 

• Providing a realistic estimate t)t how long it will 
take to process their c iaim or answer their 
request. 

• Keeping the customer informed on the status oJ 
the claim or request. 

• Clearlv explaining all reasons for decisions. 

rimeliness: 

• We will answer or acknowledge benefit inquiries 
within lOworkdays- 

• We will respond to telephone calls within three 
minutes after the call goes through. 

• We will interview customers ai our offices 
within 30 minutes of arrival. 

• We will deliver benefits and services in the 
shortest possible time. 

Responsiveness: 

• We will ensure read)' customer access to our ser- 
vices- 

• We will fiill)' address all customer c^uestions, 
concerns, and complaints. 

Vethrans Canteen Service 

Provides retail serriees at reteratis fiicilities. 

• We will alwa\'s neat \'ou with couriesx' and 
respect. 

Retail stores: 

• We guarantee unconditional customer satisfac- 
tion. 

• We will handle all complaints prompih and to 
the customer s satisfaction. NC) US. A NHS. 

OK i S. 

• We guarantee the lowest price in town for cur- 
rent "price buster ' merchandise or refund the 
difFerence plus 10 percent. 

• We will provide knowledgeahle and helpful re- 
sponses to \our questions, 



Veterans 

hOod service: 

• In canteens with Hood Clourts, we will ser\'e \'ou 
within three minutes. 

• We guarantee \'ou ;i positive dining experience 
each aiul ever\' time. 

• We will ofTer a "(^.aregiver Special" even* da\' in 
the cafeteria or Food Court and price it within 
the lunch allowance for VA voluiucers. 

Veterans Health Administration 

Prorides health care to eligible veterans ami their de- 
pendents. 

• V('e will treat \'0u with courtesx' and dignir\'. 
You can expect to be treated as the first-class cit- 
izen that you are. 

• We will provide \'ou with timely access to health 
care. We have talked to \ ou, our patients, about 
\'our expectations for rimeliness. You ha\ e told 
us that \'ou expect to have \'our urgent needs 
met when thcv come up and \'our non-urgent 
needs taken care of in a reasonable period of 
time. You also said you understand that it ma\' 
take some time for your medical facility to meet 
\'our expectations for timeliness. For that reason 
we have asked our medical facilities to do three 
things so that the\' eventually meet your expecta- 
tions: 

(1) post local timeliness standards; 

(2) keep track of how well the\' meet those 
standards; and 

(3) makc^conrinuous improvements in their 
timeliness. 

• One health care team will be in charge of \'our 
care. Hcc;iuse health care often involves mati\ 
difVerent providers, it is important that onc 
provider or team have overall responsibilit)'. \'ou 
can expect to know whom to contact when you 
need help or have a problem. 

• V( e will involve you in decisions about \'our 
care. Your preferences will be met whenever pos- 
sible and medically appropriate. We will listen 
to vour concerns and discuss them with you. 

• We will strive to meet \'our ph\'sical comfort 
needs. This includes help with things like pain 
management, eating, bathing, or getting to the 
bathroom while in the hospital. It also includes 
maintaining privacx' during examinations and 
tests when an inpatient or outpatient. We will 
ensure proper facilities for veterans with special 
ncc\ls. 

• We will provide support to meet ynui emotional 
needs. We will cncouiage you to share aiu" anxi- 
eties and fears \'ou mav have about \'our condi- 
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rion or ircarmcnr. You can cxpccr our sraff to be 
sensirive ro your feelings and help you deal wirh 
your healrh care experience. 

• We will rake responsibilir)' For coordination of 
your care. Healrh care can be veiy coniplicared, 
and nian\' parieius need ro see niore than one 
healrh care professional. We will ensure rhar all 
your providers ralk wirh each orher and give you 
clear plans for your care, if you need a specialisr, 
you can expecr us ro make all arrangenienrs ro 
ensure one is provided for you. 

• Wc will strive ro provide information and edu- 
cation about your health care that you 
understand. You can also expect us to tr)' to an- 
swer your questions in a way that you 
understand. 



• We will provide opportunities to involve your 
family in your care. Whether your family is in- 
volved, however, should generally be your 
choice. 

• We will provide smooth transition between your 
inpatient and outpatient care. You can expecr ro 
understand what medicines \'ou are ro take, 
what danger signals to look out for» and what 
activity level you can have after discharge. You 
can expect to know whom to contact if you 
need help or advice right away, and when your 
first follow-up appointment is. 
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